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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-T2-1: The following interrogatory refers to your testimony, "Premium 
Forwarding Service Cost Analysis," page 3. Please provide a copy of all your results of 
the "Special Studies Field Observation" referenced in footnote 2. 

RESPONSE: 

For purposes of answering this question, I assume the reference in quotation marks 

refers to page three of the Attachment to my testimony, since the quoted words do not 

appear in that form on page three of my testimony. The following notes were made by 

me during or shortly after my field observations. While counsel has made them more 

readable, I reviewed them closely to make sure they accurately reflect the content of my 

notes. In addition, facility-specific references have been masked, as have references to 

identifiable individuals. 

[Florida1 Post Office, March 22. 2007 

This branch delivery unit is a suburb of Tampa. It has 7 city routes and no rural 

routes. It also has 2 POS terminals. A Customer Service supervisor explained 

that office's PFS procedures to me. 

Customers who decide to use PFS complete and submit a PFS application, PS 

Form 8176, in person to a clerk at a retail window. Valid identification must be 

presented and verified prior to processing of the application, and the enrollment 

fee and all weekly fees are collected at the time of application. The Point of Sale 

(POS) system contains three accounts specific to PFS for: Set Up, Reshipment, 

and Refunds. At this facility, the window clerk calculates total fees manually. A 

copy of PS Form 81 76 is provided to the Delivery Supervisor who notifies each 

carrier of the need to hold that PFS customer's mail for Wednesday shipping but 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T2-1, Page 2 of 6 

retains the Form 8176 at the Supervisor’s desk. The Supervisor prints address 

labels, and attaches them to each application. G400 labels are also kept at the 

Supervisor’s desk. 

On Wednesday, the Supervisor collects PFS mail from the carrier’s hold mail 

area, repackages it, and places it with other outgoing Priority Mail. Most of the 

customers who use PFS Service in this facility receive heavy volumes of mail. 

Priority Mail packaging similar to Flat Rate box capacity is used to ship PFS mail, 

although the Flat Rate box itself was not. Occasionally two boxes are necessary 

to contain a single customer’s mail, due to the heavy volume of mail that some 

customers receive. Each shipment gets logged on the back of the PFS 

application. 

No major issues or complaints regarding the PFS service or its price had been 

received by this office. Customers are very excited about the availability of PFS. 

Jowal Post Office, Mav 22,2007 9:00 am 

This facility has 30 city routes and 15 rural routes. It has four Carrier Sequence 

Bar Code Sorters (CSBCS) machines and three window terminals. When a 

customer applies for PFS, a customer folder is established. This folder contains a 

copy of the PFS application, G400 and address labels, and any miscellaneous 

information. A Master Log containing PFS customer information is maintained at 

this office. A hold mail card with PFS marking is handed to the carrier who may 

use it on the case as a label. Each carrier separates PFS customer mail every 

day and stores it at the cases or in a central hold mail location. A distribution 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 



RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-TZ-1, Page 3 of 6 

clerk is in charge of the repackaging process. The clerk uses computer 

generated labels on all customer PFS packages. I observed all shipments that 

day. One customer required two containers due to a heavy volume of medical 

periodicals. “Flat rate boxes“ were used as PFS packages, while one customer’s 

mail only required a single, flat rate Pnority Mail envelope. The clerk goes to 

each carrier case that has PFS mail (or to the central location), collects the mail, 

puts it in a Priority Mail envelope or box, closes it, and applies the G400 label 

and the address label on the package. When I visited, they ran out of G400 

labels and used G10 labels instead. Each package was then piaced with 

outgoing mail waiting for dispatch. The clerk keeps track of each shipment sent. 

No major issues or complaints regarding the PFS service or its price were ever 

received by this office. Customers are very excited about the availability of PFS. 

[Iowa1 Post Office, Mav 22,2007 11:OO am 

This facility has 17 city routes, 17 rural routes, and four window terminals. A 

customer folder is established when a customer applies for PFS. This folder 

contains a copy of the PFS application, G400 and address labels, and any 

miscellaneous information. A Master Log containing PFS customer information 

is maintained at this office. A hold mail card with a PFS marking is given to each 

affected carrier so that the case can be marked. The carrier separates PFS 

customer mail every day and stores it at individual cases or in a central hold mail 

location. A window clerk is in charge of the repackaging process. The clerk uses 

computer generated labels on all PFS packages. I observed all shipments that 

day. Priority Mail Boxes (13 and one-fifth inches by 12 inches, with 3 inch depth) 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T2-1, Page 4 of 6 

were used for all reshipments. The clerk goes to each carrier case which has 

PFS mail, collects it, and then verifies that no mail for other customers is 

included. Then the mail is packaged with the G400 label, and the address labels 

are affixed on the package. The package is then placed with other outgoing mail 

waiting for dispatch. The clerk marks the tracking log, verifying that the shipment 

has been sent. No major issues or complaints regarding the PFS service or its 

price have been received by this office. Customers are very excited the about the 

availability of PFS. 

[Connecticut1 Post Office, Julv 11, 2007 9:30 am 

This facility has 3 rural and 13 city routes, and three window terminals. When a 

customer applies for PFS, a customer folder IS estabtished. This folder contains a 

copy of the PFS application, the G400 and address labels, and any 

miscellaneous information. A Master Log containing all PFS customer 

information is maintained at this office. A hold mail card with a PFS marking is 

handed to the carrier as a notification to the carrier. Each carrier separates PFS 

customer mail every day, and stores it at individual cases or in the central hold 

mail location. A distribution clerk is in charge of the repackaging process. The 

clerk uses computer generated labels for folks who sign up more than five 

c c 

weeks, but she handwrites the labels for those who are away less than five 

weeks. I observed all of that day's shipments. Three customers required two . 
containers due to the heavy mail volume. One customer required three 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 



RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-T2-1, Page 5 of 6 

containers. Priority Mail boxes (13 and one-fifth inches by 12 inches, with 3 inch 

depth) were used for all reshipments, except one which only required a single 

Tyvek envelope. The clerk goes to each carrier case that has PFS mail, collects 

it, packages it, and applies the G400 label and address labels. The package is 

then placed with outgoing mail for dispatch. The clerk marks the tracking log, 

verifying that the shipment has been sent. No major issues or complaints 

regarding the PFS service or its price have been received by this office. 

Customers are very excited about the availability of PFS. 

JConnecticutl Post Office, July 11, 2007 11 :25 am 

This facility has 17 rural routes and 2 city routes. There are three Postal One 

terminals at the window and a close out terminal in the back office. There are 7 

clerks and one Transitional Employee. This facility, which has 4,000 deliveries, 

is one of the best performing offices in the district. When a customer applies for 

PFS, a folder is established that contains a copy of the PFS application, G400 

labels, preprinted computer generated address labels, and any miscellaneous 

information. A Master Log containing all PFS customer information is maintained 

at this office. A hold mail card with PFS marking is provided to the carrier. Each 

carrier separates PFS customer mail every day and stores it at a central hold 

mail location. A Part Time Flex (PTF) distribution clerk is in charge of the 

repackaging process, and uses preprinted computer generated address labels 

for all PFS customers. I observed all of that day's shipments. Four customers 

required three containers per customer due to heavy mail volume. Three 

MC2007-3. USPS-T-2 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T2-1, Page 6 of 6 

customers also required two containers. Priority Mail boxes (1 3 and one-fifth 

inches by 12 inches, with 3 inch depth) were used for all reshipments. One 

Parcel Select package with Delivery Confirmation service was upgraded into a 

Priority Mail PFS package. (This clerk did not know that, under the PFS program 

guidelines, he is supposed to send all Standard Mail and Parcel Select packages 

postage due.) The PTF clerk uses rolling stock to move mail to the central hold 

mail location (there are three such designated locations), collects the mail, puts it 

in the Priority Mail container, closes it, and applies the G400 address labels on 

the package. These steps are repeated for each customer with care taken to 

avoid sending other customers’ mail to the wrong address. Each package is then . 
placed with outgoing mail for dispatch. The clerk marks the tracking log 

indicating each shipment sent. No major issues or complaints regarding PFS 

service or its price have been received by this office. Customers are very excited 

about the availability of PFS. 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS ABDIRAHMAN TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-T2-2: The following interrogatory refers to your testimony at page 4. You 
state: 

While a clerk may perform some of the in-office functions associated with 
the preparation of PFS mail for shipment, the higher labor rates for 
carriers are used for all activities because field site visits revealed that 
many of the activities are performed by carriers, but also by a range of 
other postal personnel. 

Please provide a list of the field sites referenced above. Please provide any notes 
taken, summaries or calculations made regarding the field site visits. 

RESPONSE: 

Please see my response to OCNUSPS-T2-1. Also, please see the attached Excel file. 

MC2007-3, USPS-T-2 
Response to OCA Interrogatory 
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Observations of PFS Repackaging 

ate City 

3/22/2007 # 

5/21/2007 # 

5/21/2007 # 

5/23/2007 # 

7/11/2007 U 

7/11/2007 # 

Total 

State 

FL 

IA 

IA 

NE 

CT 

CT 

Time it took far repackaging 
Number of Shipments Minutes Seconds 

1 3 23 

6 15 0 

2 8 23 

2 7 6 

31 111 23 

20 73 13 

62 217 88 

Attachment lo Response 
to OCNUSPS-TP-2 

Time per Shipment 
Minutes Seconds 

3 23 

2 30 

4 12 

3 33 

3 36 

3 40 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T3-1. Please confirm that the existing Premium Forwarding Service (PFS) 
weekly reshipment fee is $2.85 plus the Priority Mail fee of $9.10 which is equal to the 
postage for a 3 pound, zone 6 Priority Mail parcel, or a total of $1 1.95. If you are unable 
to confirm, please explain. 

RESPONSE: 

Confirmed, although I would characterize the Priority Mail component as a “rate”. 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T3-2. Please confirm that your proposal for a PFS weekly reshipment fee of 
$1 1.95 is the same as the fee currently charged a PFS customer. If you are unable to 
confirm, please explain. 

RESPONSE: 

Confirmed that the proposed reshipment fee is the same amount as the fee plus 

postage charged currently. 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCAIUSPS-T3-3. Attachment 1 to your testimony indicates that the average weight of a 
PFS parcel for FY 2006 was 5.301 pounds. 
a. Please confirm that for mailing purposes, 5.301 pounds would qualify for the 6 

pound Priority Mail rate. 
b. Please confirm that the Experimental PFS rate proposal recommended in Docket 

No. MC2005-1 was based upon the estimated average weight and zone of a PFS 
parcel of 3 pounds mailed to zone 6. If you are unable to confirm, please show the 
derivation of all calculated values and cite all sources relied upon. 

c. Please confirm that using the former Experimental PFS pricing methodology and 
applying the FY 2006 average parcel weight, of 5.301 pounds destinating at zone 6, 
would result in a Priority Mail parcel rate of $13.10. If you are unable to confirm, 
please show the derivation of all calculated values and cite all sources relied upon. 

d. Please confirm that if you added the $13.10 fee referenced in part c of this 
interrogatory to the current flat PFS weekly Priority Mail postage reshipment fee of 
$2.85, the result would be a total fee of $15.95. If you are unable to confirm, please 
show the derivation of all calculated values and cite all sources relied upon. 

RESPONSE: 

a. Confirmed that a 5.301-pound parcel entered as Priority Mail would pay the 6-pound 

rate. But see my response to OCNUSPS-T3-4. 

b. Confirmed, but see my response to OCNUSPS-T3-4. 

c. Not confirmed. The experimental PFS pricing methodology ties the price of a PFS 

shipment to the 3-pound, Zone 6 Priority Mail rate, regardless of the actual weight of 

the piece. I can confirm that the Priority Mail rate for a 6-pound, Zone 6 piece is 

$1 3.1 0. Please also see my response to OCNUSPS-T3-4. 

d. Confirmed, but see my response to OCA/USPS-T3-4. 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 



RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T3-4. Please explain why you believe that your pricing rationale that does 
not rely upon the expected weight of reshipped parcels for the Premium Forwarding 
Service (PFS) is superior to that presented by USPS witness Koroma in the USPS 
Docket No. R2005-1 [sic] proposal. 

RESPONSE: 

As I explain in Section IV(A)(I) of my testimony, my pricing relies not only on the 

expected weight of PFS parcels, but also on the expected PFS-specific values of other 

cost drivers, including zone distribution and cubic volume. In terms of these other cost 

drivers, PFS pieces (which comprise equal proportions of Tyvek envelopes and parcels) 

are quite different from the average Priority Mail parcel of a similar weight. For instance, 

the average 6-pound, Zone 6 Priority Mail parcel has a volume of 0.90 cubic feet (PRC- 

LR-18, Attachments.xls, sheet TYAR, cell EX1 2), whereas the average PFS piece has a 

volume of 0.26 cubic feet (see Attachment 1 of my testimony). Therefore, the “cubic- 

volume-related” cost of a typical 6-pound, Zone 6 Priority Mail parcel is approximately 

$7.41 ’, while the average for a PFS piece is about $1.74*. Incorporating all of the cast 

drivers, the average cost of a 6-pound, Zone 6 Priority Mail parcel is $10.26 (PRC-LR- 

18, Attachments.xls, sheet Rate Calc., cell F16), while the average cost of a PFS piece 

is $4.57 (USPS-T-3, Attachment 1). Thus, the 6-pound, Zone 6 Priority Mail rate cell is a 

poor proxy for PFS. 

0.90 cubic feet x $8.198 cost per cubic foot in Zone 6 (PRC-LR-18, Attachments.xls, sheet Rate 

0.26 cubic feet x cost per cubic foot by zone (PRC-LR-18, Attachments.xls, sheet Rate Calc., cells 
Calc., cell F6). 

B6-H6), weighted by PFS zone distribution (USPS-T-3, Attachment 1). 

0 ’  2 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 



* Lrr 

RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-T3-5. The following interrogatory refers to your testimony, Attachment 1. 
a. Please confirm that in footnote 12 you applied the Priority Mail Cost Coverage of 

149.98 percent (rounded) to the “average cost per parcel” of $4.575 to calculate a 
PFS marked up average cost per parcel rate which you then divided by the per piece 
parcel cost. If you are unable to confirm, please show the derivation of all calculated 
values and cite all sources relied upon. 

b. Please explain why you did not apply the same cost coverage, 149.98 percent 
(rounded), to the “per shipment cost” of $4.076, to calculate a PFS per-shipment 
rate. 

RESPONSE: 

a. Confirmed. 

b. In my analysis, I look at the overall cost coverage for a PFS shipment, 136 percent 

(see page 6 of my testimony). I show separate cost coverages for the labor and 

shipping components of the per-shipment fee primarily for illustrative purposes, and 

to demonstrate that the prices take into account the implicit value of the Priority Mail 

reshipment. Nonetheless, I do not think the Priority Mail cost coverage is the best 

proxy for the per-shipment cost calculated by witness Abdirahman, since that cost 

relates to items that are distinct from the typical Priority Mail cost components. 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-T3-6. On page 3 of Attachment 3 of your testimony, you provide survey 
results for Premium Forwarding Service. 
a. You indicate that 126 offices were surveyed. For the time period associated with the 

survey of the 126 offices, please indicate the total number of offices offering PFS 
and whether a selection of a total number of 126 offices provides a statistically 
accurate survey result in terms of the total number of offices surveyed. Please 
provide calculations and statistical backup, as appropriate. 

b. You indicate that a total of 421 PFS customers were surveyed. For the time period 
associated with the survey of the 421 customers, please provide the total number of 
customers that used PFS and whether the survey of 421 customers provides a 
statistically accurate survey result in terms of the total number of customers 
surveyed. Please provide calculations and statistical backup, as appropriate. 

RESPONSE: 

I used these survey data to estimate the instance of additional PFS pieces (see 

Section IV(A)(I) of my testimony). The accuracy of this estimate is independent of the 

population of either customers or offices. Because the survey samples offices, the 

accuracy of the estimate will depend on the number of offices sampled, the expected 

variance of the variable being measured, and the desired confidence interval of the 

estimate. Assuming a five percent variance in the number of pieces per customer per 

a 
week, and with a desired confidence interval of .01 pieces (a range of .02 pieces) at a 

95 percent confidence level, the necessary sample size would be 97’. Thus, a sample 

of 126 offices is more than adequate to provide a reliable estimate. 

(z-score for a 95 percent confidence level in a two-sided test)’ x (variance)’ -L (maximum allowable 1 

deviationy = (1.96)2 x (.05) + (.01) (rounded up). 

MC2007-3, USPS-T-3 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-TI -7: The following interrogatory refers to your response dated 
August 24;2007, to OCA /USPS-T1-4(i), pages 1 to 20. 

There are several comments from survey respondents regarding the a. 

b. 

C. 

difficulty customers are having in understanding the directions for 
Premium Forwarding Service (PFS). For example, see “Q4” survey 
responses 22,27, 28, 39,49 and 83. Please explain what the Postal 
Service is doing to improve the clarity of the written instructions provided 
customers. If nothing is being done, please explain why. 
There are several comments from survey respondents to “Q4” and “Q8” 
regarding the lack of consistency in the number of days it takes for a PFS 
parcel to arrive at its destination. For example, see “Q4” survey 
responses 13,16, 19,21, 26,81 and 107; for “Q8,” see survey responses 
2, 5, 6, 8, 16, 31 and 33. Please explain what steps are being taken to 
improve the reliability and consistency in the number of days it takes for a 
PFS parcel to be delivered. If no steps are being taken, please explain. 
There are several comments from survey respondents regarding the lack 
of postal personnel knowledge about the Premium Forwarding Service 
(PFS). For example, see “Q4” survey responses 4, 5,6, 11, 15, 24,28, 
67, 110 and 115. Please explain what steps the Postal Service is taking 
to inform and train postal employees about PFS? If no steps are being 
taken, please explain. 
Several survey respondents to “Q4” request the Postal Service to offer 
PFS enrollment via the internet. For example, see “Q4” survey responses 
9, 14, 17, 25, 33,79, 82 and 132. What steps are being taken by the 
Postal Service to offer the following PFS services on-line: (1 ) enrollment, 
(2) change of PFS start and stop dates, (3) change of address and (4) 
payment options? If the Postal Service plans to offer any of these on-line 
services for PFS, please provide a time line of when and what services will 
be available to postal customers on-line. If the Postal Service does not 
plan on providing the above PFS-related services on-line, please explain 
why none will be offered. 

RESPONSE: 

My response to OCNUSPS-TI -3 explains the purpose - and limitations - 

of this qualitative survey’s results. These follow up questions seemingly elevate 

every specific survey response to a matter of critical management focus. While I 

think such treatment is unwarranted, I would agree that the survey responses are 

one useful source of feedback to a product manager; this is why my department 

asked the Postal Service’s Office of the Consumer Advocate to administer the 

30 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

survey under review here. I would also note that a number of customer 

responses use the exact same language when responding to different questions, 

so the apparent level of customer concern illustrated by your iterative cites to 

responses may also overstate the import of actual customer concern. 

As PFS program manager, I field questions about PFS from postal 

employees on a regular basis. I also reach out to headquarters and field 

employees: those who are already involved in PFS, and those who have yet to 

be. (The scale of the Postal Service is so large and the PFS program so 

geographically concentrated to date that many or most facilities have little to no 

experience with PFS.) As program manager, I constantly evaluate feedback, 

looking for patterns, while watching for, initiating, and using opportunities to 

improve customer and employee involvement with PFS. Specific parts of this 

interrogatory inquire about responses to customer instructions, timeliness of PFS 

shipments’ arrival, employee knowledge of PFS, and potential online access to 

PFS. I-work on all of these. 

I work with various departments at the Postal Service to clarify PFS 

instructions to employees across the country with a focus on enrollment 

procedures. Most applicants fill out an application, at least the first time, while 

working with an employee, so making sure employees fully understand the 

service also helps them clarify the instructions for customers. 

The question about the timeliness with which PFS pieces are received has 

two major components, one that is somewhat under my control and one that is 

not. 1 work to make sure that employees understand PFS and how it operates; 

MC2007-3 
Hope Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

this includes the need to enter PFS mailpieces on Wednesdays. If reshipments 

are not entered in a timely fashion, customers are unlikely to get them when 

expected. Even if entered per Postal Service guidelines, there may be times 

when customers’ Priority Mail shipments do not reach them in the number of 

days they wish or on the same day of the week every week. This is unfortunate, 

but not surprising. 

In the role of Program Manager, I concentrate on educating Postal Service 

personnel about PFS. Reminding Postal Service employees about the details of 

PFS helps them be more effective in implementing it. Specific initiatives I have 

undertaken include dissemination of information through internal communications 

vehicles, including articles in electronic newsletters and magazines for 

Postmasters; Postal Bulletin information; preparation of signage at Postmaster 

conventions this summer; and preparation of general educational materials on 

PFS for postal service employees. I have worked closely with other 

Headquarters departments that may receive PFS queries to assure that they 

have the information they need. 

. 

I work closely with a team of Postal Service representatives from across 

the country who are responsible for PFS. Their feedback has helped to assure 

that the informational materials developed and disseminated meet the needs of 

employees who deal with PFS customers and potential customers. 

A remote registration vehicle could allow for all of the capabilities identified 

in part (d) of this interrogatory, and perhaps other enhancements to PFS. See 

the second paragraph of the response to DBPNSPS-1 (n). 

MC2007-3 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS DAWSON 
TO INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE, 

REDIRECTED FROM WITNESS HOPE 

OCNUSPS-Tl-5. Please turn to the Second Data Collection Report for the Premium 
Forwarding Service, April I, 2006-September 31,2006 (Q344 FY 2006) (Attachment 
1 to your testimony). Please explain the statement on page 2, “A distribution of PFS 
volume (shipments) by zone for FY 2006 was estimated by recording information from 
over 15,600 sampled application forms.” Please explain the basis for the sampling, 
including statistical reliability and degree to which the sample is representative of the 
universe from which it is drawn. 

RESPONSE: 

From the outset of the PFS experiment on August 7, 2005, pertinent data from all 

copies of PFS application forms received at USPS Headquarters were entered into an 

electronic database. These data included, among other things, the origin post office’s 

ZIP Code, the destination ZIP Code, the number of purchased weeks of service, and 

the purchase payment. This initiative was continued through applications dated 

February 13, 2006. At that point, the initiative was terminated due to resource 

constraints. The undertaking yielded 13,659 records. A supplemental study was 

conducted for the period February 14-September 30,2006, where one in every ten 

applications was sampled. This yielded 2,741 additional records. These additional 

records were necessary for estimating PFS’s FY 2006 zone distribution to account for 

seasonal differences in the travel patterns of PFS customers. 

In order to create an estimate for the entire year, the two estimates obtained from 

the data described above were essentially weight-averaged, using PFS shipment 

revenue from the relevant time periods as the weights. 

The large sample size for both of the estimates ensures that the accuracy of the 

zone distributions is quite high. At a confidence level of 95 percent, with a confidence 

interval of 2.5 percent (a total range of five percent), the required sample size for 

simultaneously measuring several population proportions is 2,038 observations’. Thus, 

each sample is large enough to ensure a sufficiently accurate estimate of the 

corresponding time period, ensuring that the final Fiscal Year estimate is reliable. 

S.K. Thompson, ‘Sample size for estimating multinomial proportions,” 1987, The American 1 

Statistician, volume 41, p. 41-42. 

MC2007-3, USPS-T-3 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 0 OCNUSPS-TI -1 : 

The following interrogatory refers to your testimony at page 4. You state: “Standard 
Mail@ parcels that do not require a scan or signature at delivery.. . . I ’  Please refer to the 
Signature Confirmation fee schedule 949.’ Please explain under what circumstance 
Standard Mail parcels would require a signature at delivery. 

RESPONSE: 

No Standard Mail parcels now require a signature at delivery. The quoted sentence 

could have read, “Standard Mail@ parcels that do not require a scan at delive ry...” 

3 5  

0 
See also, 1 

http://www.usps. wrn/sendhnlaystosendrnaiI/extraservices/signatureconfirmationservice. htrn 

MC2007-1, USPS-T-1 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCA/USPS-TI -2: 
At page 4 of your testimony, you refer to the weekly Priority Mail shipment sent to 
customers using the Premium Forwarding Service (PFS). Are all PFS shipments being 
sent to clients on Wednesday? If not, please fully explain why not and provide the 
day(s) of the week PFS shipments are made and for each day identified, provide the 
percent of total USPS PFS weekly volume sent on that day. 

RESPONSE: 

Current policy continues to identify Wednesday as the sole weekly PFS reshipment day. 

Policy cannot, however, constrain the wide variety of circumstances that a delivery unit 

may face, so I expect that some PFS shipments occurred on other days. 

1 am aware of one system-wide anomaly: prior to the July 4'h holiday this year, I was 

contacted by one Postmaster who was unsure when PFS reshipments should be 

dispatched because this national holiday fell on a Wednesday. I instructed him to use 

his best judgment given local staffing and that the reshipment could be made either on 

July 3rd or July 5Ih (Le., Tuesday or Thursday). 

MC2007-1, USbS-T-1 
Response to OCA Interrogatory 



qualitative PFS customer survey “was to focus future research efforts.” (Third 

Semiannual Data Collection Report (QI-Q2 FY 2007), part 5, page 3.) 

The survey generated insights and identified areas we may explore in the future through 

quantitative research. The survey elicited comments and suggestions for PFS that, 

together with other qualitative information, help me manage the PFS program. The 

1007 surveys distributed and 205 completed strike me as sufficient to capture a broad 

range of customer feedback regarding PFS. 

y . 

RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNU S PS -TI -3 : 
In your testimony you discuss a qualitative survey of PFS customers, lines 19-20 at 9. 
You also provide a copy of the survey instrument and discuss the results. 
a. 

b. 

c. 

Please provide the underlying statistical justification including relevant 
calculations for the use of 1,007 surveys and the expected statistical reliability. 
Please indicate the degree to which the 205 completed surveys are statistically 
reliable and representative of the universe of PFS customers. 
Please comment on the response rate and provide any information you have to 
explain why only 205 of 1,007 questionnaires received responses. 

RESPONSE: 

a-c. This survey was not designed for statistical reliability, which is implicit in my 

description of it as “qualitative”. All survey respondents volunteered an e-mail address; 

as such they are self-selected and not representative of all PFS customers. All surveys 

do not need statistical reliability to generate useful information. The purpose of the 

MC2007-1, USPS-T-1 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCAIUSPS-TI -4: 
In your testimony you discuss a qualitative survey of PFS customers, lines 19-20 at 9. 
You also provide a copy of the survey instrument and discuss the results. 
a. 

b. 

c. 

d. 

e. 

f. 

g. 

h. 

I. 

Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for question 2. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for each of the parts of question 3. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for question 5. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for each of the parts of question 6. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very-good, etc) for question 7. 
Please provide the break out in terms of number of replies by category (e.g., 
excellent, very good, etc) for question 12. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for question 13. 
Please provide the breakout in terms of number of replies by category (e.g., 
excellent, very good, etc) for question 14. 
Please provide the written comments received associated with questions 4, 8,‘ 

Very Satisfied 
Somewhat Satisfied 
Neither satisfied or dissatisfied 
Somewhat dissatisfied 
Very dissatisfied 
Don’t Know 

11, and 15. 

RESPONSE: 

132 
44 
8 
9 
12 
0 

a. Question 2: 

“Overall, how satisfied are you with Premium Forwarding Service?” 

MC2007-1, USPS-T-1 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

b. Question 3: 

“How would you rate the following aspects of the Premium Forwarding Service 
enrollment process?” 

instructions 

Fair 
I Poor I 6 1  

Ease of enrollin 

Ve Good 72 

Confidence that enrollment has been recorded correctly by USPS 

Fair 
Poor 

$10 enrollment fee 

Ve Good 

MC2007-I, USPS-T-1 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

Very Satisfied 
Somewhat Satisfied 
Neither satisfied or dissatisfied 

Overall enrollment process 

Fair 
Poor 

114 
56 
4 

c. Question 5: 

Excellent 

Good 
Fair 
Poor 

Very Good 

“Overall, how satisfied were you with the delivery of mail to your temporary address 
using the U.S. Postal Service Premium Forwarding Service?” 

114 
49 
19 
9 

13 

I Somewhat dissatisfied I 171 
I Verv dissatisfied I I l l  
I Don’t Know I o 1  

d. Question 6: 

“How would you rate the following aspects of the Premium Forwarding Service delivery 
process ? ” 

MC2007-1, USPS-T- 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

“How would you rate the following aspects of the Premium Forwarding 
Service delivery process?” (continued): 

The time from mailing by the Postal Service to delivery at your temporary address 
1 Excellent I 70 1 

Fair 

Fair 
Poor 

ur mail 

Consistent recei t of your mail at the same time each week 
.piim-&7 - 

Fair 

$1 0.40 fee for each weekly shipment 

Ve Good 43 

41 

MC2007-1, USPS-T-1 
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Somewhat unlikely 
Very unlikely 

RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

7 
11 

~ 

e. Question 7: 

“Was the Premium Forwarding Service you requested provided in accordance with the 
service description you received?” 

Sometimes 
Never I 4  - -  I - I  I Don’t know 1 2 1  

f. Question 12: 

“How likely are you to recommend U.S. Postal Service Premium Forwarding Service to 
someone else?” 

I Very likely 11321 
Somewhat likely I 41 
Neither likelv nor unlikelv I 6 

I Somewhat unlikelv I 111 I Very unlikely I 101 

g. Question 13: 

“If you had the need to temporarily reship your mail again, how likely are you to use 
U.S. Postal Service Premium Forwarding Service?” 1 Verylikely 1 yi I 
Somewhat likel 
Neither likel nor unlike1 

MC2007-1, USPS-T-1 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

Very likely 
Somewhat likely 

0 h. Question 14: 

122 
44 

“If you could enroll in U.S. Postal Service Premium Forwarding Service via the Internet 
rather than going to the Post Office, how likely would you be to make use of this 
option?” 

Somewhat unlikel 

I .  See the Attachment below. 

MC2007-1, USPS-T-1 
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&3i this year my premkr forwarding comes in five days instead of two. It Is a flight away and shouldn't take that long. 

Original should be available on-llne. Extension should be available on-line. Currently it says you have to go back t0 your 
original PO for cxtenslon. How stupld is that? My forwarding PO had to send a le- back to home PO with a check to 
extend and I have no way to know If I worked. 

e 
l 821 1) better tralning of the postal cherks, many don% know how to do the forms ete. 2) offer mces-enmslom, changes 

. -  

09, How would you suggest that the Postal Service could improve the enrollment p m e s  for Premium Forwarding 
Service? 



4 5  

and payment via web site or e-mail, so I don't always have to come to the post office for this service which i use on an 
ongoing basls 3) train mal carrlao to advise each other when they go on vacatfon etc., as 1 still get mail delivered by a 
carrier covering for my regular one when he's on vacation of off work 3) 

16. late once by 4 days 

17. Maybe put the whole thlng on-line, 50 I can subxribe from your web slte. 

18, The mall should be bundled up and sent twice a week. Many credit card bills can be paid late because of the one week 
delay In the present once a week servke sarvke. 

3% WE have had 6 weeks of forwardlng mall, the first one took 11 days to arrive as did the second one, the next one took 14 
days, the next one 6 days the next one 7 days and the last one was only shipped yesterday so of course it has not arrived. 
Thls Is much longer on ail but the last two than we were told. However it stlll beats waitlng untll we get home to get it. 

29& I given two different Instructions by two different people. It would help if everyone was on the same page regarding the 

21, It should get here the same day every week 

22, Paperwork Is confusing. Does 'Start date' mean when first shipment occurs or when mail is held for flrst shipment? Does 
mail wanted shiped on first ship date go on 'Hold'? I have enrolled so many times that the $10 enrollment fee Is 
frustrating. Why do I have to pay an enrdlement fee every tlme If I use this program every two or three months? I would 
ilke to be able to set this up onllne. The Premium forwarding should lndude 'Dellvery Confirmatlon' because last week a 
'Premium Forwarded' package did not get to me and all the post omce can say is that it was shipped on last Wednesday. If 
you won't indude Delivery Conflrrnation, allow me to purchase It. 

NleS. 

a t  This last fall when the PFS was to start, mail continued to be delivered to our home. After that was corrected, one weeks 
malling had our address and everything in the box was for someone else. After a few more phone calls, that was 
corrected. Slnce December, everything has run smoothly. I was told the first problem was because of a substihtte, that 
should never happen regardless of substkute or regular carrier. 

. Better training of postal clerks. The derk that I dealt with knew very little. e 5, put the forms on the internet so you could have filled out and then take to the post office for acceptance 

76, sometlmes took five days, but usually three. I thought it was supposed to take two days? 

27. The enrollment forms are a little ambiguous related to start and stop dates and the hdd until pick-up dates at the local 
PO. Once one knows that our W does the reship on Wednesdays, it Is easier to Rgure out what ship dates are to be used 
and how many ship dates to use. It is easy for use to go to our local PO, but on-line applicatlon would be easierAs to Q 
#S, sometimes the staff person doing to forwarding is on vacation, and our delivery is a few days later than normal. This 
does cause anxiety on our part as to the status of our shipment. The local PM, should excercise more control over this 
.Issue. 

28. InsLNctlons were unclear and the postal workers--having had very little experience with this service--were not very 
helpful. Also, I didn't find out until after waiting a whole month for my missing mail that the service is not avallabie at all 
postal lacations, indudlng the one at my university where I needed thb service. So dearer Instructions and a list of 
whether the service Is avallable for either the customer/postal workers, or both. 

AZ tt Is impossible to reach the post office by telephone (ALWAYS busy), and visitlng the post office takes at 
least an hour. You take a number and wait a long time before someone hdps you. Twke rve had forewarding orders 
disregarded long before they are supposed to end. The P.O. rlmply stops forwardlng for no reason! So I've stopped using 
the post office entirely. I can't reach them by phone and can't take 50 much time to stand in line, so now I just use Fed X 
and UPS for everything. 

29, In 

30. Train all postal derks at the t Va and 
it Is. Provide for enrollment vfa tne internet 

F1 post office on thls service. Some of them do not know what 

38.. I was not advised at signup that I would have to pay addltional postage on a package that was supposedly too large to put 
in the priarlty mallkg box. Should be better explained at slgnup! What do you need a $10.00 enrollment fee for? I feel like 
you are uMWng me enouph for the fwwarding fee! Why heap Insult on to InJury? You gouged me b r  over $200.00 as it Is! 
Maybe the fee should be graduated for the longer term Snowbirds'?! 

The senrics as is worked very well for us. 

Provlde the onllne enrpllment. 

34. emPbweS need to be tralned bettet; all questions about RlHng out "STOP MAIL" yellow form in addltlon to Premium 
Forwarding; PFS htructlons do not tell you to do it but iocal Po wants yellow card filled out 

Attachment to Response to OCAIUSPS-T1-4(i) 
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.Xi, The latest system Is petfect as far as I am concerned. 

The Rrst time I enrolled (1U2OOS) no one seemed to know anything about the program. I had to educate practically evety 
postal worker until 1 flnally found a supenrisor who was familiar wlth It. The second enrollment process (12/2006) went 
much smoother and the postal worker appeared better Informed. 

32, The post ofc employees were not knowledgable about this service or procedure. The p.0. where I filled out forms dld not 
send the form to the p.0. where my mail Is proceeded so much of my mail was sent back to sender because they sald they 
had no forwardlng address. 

3JL Only difficulty I had was some employees not being familiar with the enrollment process. 

23, Rewrite the Instructions as to the beginning and ending dates. This area Is confuslng to the customer and to the postal 
employee trying to explain them. 

44, Would really llke to  do this online Instead of waitlng in line at post office. Not all clerks seem to be familiar with how to fill 
out the forms. 

41, The enrollment process when smoothly but only because I had previously reviewed the informatlon on the USPS Website. 
Suggest you lndude a legible copy of the form on the website so people can come prepared with ALL the informatlon 
requlred on the form the first Ume. The photo of the form on the webdte is barely IeglMe and not usable to prepare 
Information In advance. 

e 

42, Reduce the enrollment fee 

43, A tralnlng program for Postal employees. I seemed to know more about it than most. There was only one employee at  my 
ppost office that was famllar with the program. 

44. Available on Internet. Training of employees on its use. 

$5. If enrollment was posstble online it would make the process more user friendly. 

In my opinion It is a bit too expensive. 8e able to delete certaln types of mall such as periodicals from being forwarded or 
at least to have them deferred until other more improtant mall is in for forwardlng. 

47, Allow enrolling vta the internet. Elimtnaks a trip to the post office. 

48 Let patrons enrol on line 

49. dearly state Instructlorn 

e 
NA 

SI. train employees, have lnstructians available online Tor customer viewlng, fee too high 

52, I liked the old method of leaving a refundable deposlt at the local Post Office and they withdrew funds as they forwarded 
mail twice a week. By leaving enough of a deposit, If you extended your stay, funds WOW be available for the additlonal 
time. I wouM llke to extend for another week and It Is awakward to contlne with the prepald amount. I -  

!E& make renewal avallable online or via phone. I have Med to renew mine by phone but told I had to co" in person to do SO 
and that is not posslble all the time 

5% avallable on line would be helpful, with security though. 

5St Allow for on-line enrollment 

2& Instructions confuslng.employees were helpful 

5.2, The form does not explain dearly what dates you should use. The office that I pkked the form up from I had to take back 
two tlmes before a derk was available that understood the program. Your employees if they are working the wlndow need 
to be better trained. 

5th it would be helptul If the fomardlng address could be changed when we move around as we are mobile some of the time 
we are not at home. 

the o m  per week dellvery was to Infrequent. 

You need to have this automated - in other words available for enrollment on line. Bare minimum to extend it should be 
allowed on line. In this day In age to have to go the post office to accwnpllsh it (when you can have mall hokk executed 
on line) Is adding dlffIculty to what should be an easy procws. Bare min. you should be able to extend It (and pay for 
ucantron) on line. 

Attachment to Response to OCNUSPS-T14(i) 
Page 3 of 20 



bl, Tralnlng local staff. Each of the two times I have taken the form down to my local post office to enroll, the de- do not 
know how to code the servlce Into the reglster. They end up calllng the maln post office for instructions, maklng the 
enrollment process much longer than necessary. 

6 2  Most post offlce employees know nothing about this servlce. I work out of town and every couple of months I am in a 
dlfkrent town or state. In June 2006 before I went on a job In Colorado I called the post ome to ask about a fowardlng 
service that I was told about. They told me that there was no such servlce and the only way I could receive my mail was 
to change my address. A week after I was In Colorado my brother in law sent me the Premlum Fowardlng Servke 
appHcation that he had told me about so he would not have to bother with sending my mail every couple of weeks. In 
Colorado I brought the filled out appllcatlon to the post office and was told I had to personally hand the application in to 
my local post omce. It was three months before I could get back home to start up the servlce. I am happy wlth the 
fowardlng service now that I have it set up but gefflng It started I feel was dimcult due to lack of employee Of the 
Premium Forwarding Service and not being able to get it started wMle I wa i  out d town. 

63, Have postal employees more knowledgeable on the program and more famlllar wlth the registration process. 

64, Give us a more felxable ending date 

§S The enrollment process is not the problem 

66. To have more knowledgeable people at the local post olffce 

67. Postal employees are not famlRar wlth the senrice and the enrollment process seems cumbersome. Process should be 
darlfled and available online. The cost Is a little high. I would use the servlce for a longer tlme If the prlce was lower. 

6_8, The enrollment proces depends on your counter person.. I have a lousy one so enrollment wasn't easy.. The enrollment 
fee should be charged once at each Post office and $10.00 per week Is too expensive.. An address change should be able 
to be done on-llne at no extra charge. A lot of seniors travel, they have paid their dues and their taxes, no need to gwge 
them one more tlme.. maybe a senior reate would work. 

-69. Don't let It degenerate as so often happens when a business tries for "new and Improved". Always remember that your 
primary obligation k to expedlte mail service to the dtizens of thls country. 

e 

(Le It works and works well. What more can I say. 

711, Remove the enrollment fee and amortize the cost over a predetermined perlod. 

72, The Instruction for putting your stop date for the service is very confusing. The question needs clarification. 

73, Some of the employees do not uitdentand the program. Mall during the holidays is very erratlc and comes as much as a 
week late. 

79. Have your people at the post dmce better trained to enroll customers. Have a chart to help people calculate the number of 
weeks the service is required. Eg, How many weeks are them between 12/15 and 5/1? 

71. Hire people that know there job and are qualified. also they should speak engllsh and are dtizens of thls country. We have 
too many dtlzens that are out of work and should be given first preferance 

76. Ellmlnate Fee. Ensure paperwork does not get seperated. My mail was not stopped as requested because I failed to 
prepare toe yellow card - so I was told. This was incorrect. I prepared the yellow card with the application form and 
everything was checked by the counter clerk.. 

77, We do not need catalogs foomarded. 

7 8  If all tellers are familiar with what to do, I would continue to let them handle the process. My experience took too long and 
It caused a long llne to form at the window. Only one teller was "open". Someone else besldes the teller could of possibly 
assisted me with the process. 

7% Make enrollment avallable on llm. 

89, Mdllng dates are not dear. I feel that the $10.00 enrollment is excessive. 

SI. delhrermorepromptly 

81, Allow for dolng the whote thing on line. 

@ n e P  resence of both an "end date" and a "last shipment date" (In a greyed out box) Is somewhat confusing. Suggest that 
only start, last ship, and mume dates are used - all fllled In by the appllcant. In the box for last Ehlpment date add the 
words: "must be a Wednesday". To end any conluslon I have been filing the last shlp date even thouph I am not supposed 
to! 

Attachment to Response to OCNUSPS-TI -4(i) 
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84. Since It was my first time i did not understand the enrollment form very well but the people at the Post Office were very 
helpful and the overall process was good. 

5, I think $10 enrollment fee is too much when you pay for the service of forwarding. The mail could be forwarded for free 
OthelWlSe. 

8-6, Just make sure the postal employees are aware of how the enrollment process works. 

a!. I think the period of tlme after your last hold is sent should be the same as a regular hoid...30 days after the last 
fbmardlng. 

88. Allow online processing Also, the start/end dates are somewhat unclear. Even the postal worker was confused by them 

f?!% Do away with the enrollment fee. If revenue is an issue make it part of the cost. 

gQ I cannot see any way to improve upon thls excellent servke. My local post o m  supewisor called personally to go over 
the details and to tell me what days the mall would be collected and sent. Ail d my mail has been forwarded regularly and 
I am very pleased with it. I love the fact that none of the senders know where I am and that address correctlon requests 
do not have to be made since I am at a temporary residence for Just a couple of months. Great service! and fairly priced 
in my opinlon. 

SL One week in was delivered on the following Monday instead of Friday. 

O X ,  1. shorten the form. 2. if return date changes a contact to lengthen the forwarding date. 

93. Be able to enroll on-line. 

94% Have had no problems,so don't have suggestlons for inprovement 

9 S  Better Instructions for the Postal Workers to use in completing the transadon. Because It isn't used often in smaller 
communities, there can be some confusion. 

You could send an e-mail informing the customer that the service was Initiated so that the customer would know that the 
request and payment had been processed. I bellever that paying a $10 enrollment fee as well as paylng $10 per shipment 
is exorbitant. For thls price the time enroute should never be more than two days. A mailing that was sent from my home 
post offlce on Wednesday did not arrive until the following Monday on several occasions. 

92. would be great if you m i id  do it on line and pay with &it card 

." 
9 L  Na suggestions for improvement. 

99, AMlity to do it ail on-line, if the is not already available. 

;tQo, Pennit enrollment over the web. 

LQL The service should be available on-line because postal clerks are very confused about the form and not helpful. 

102. Your instructions should indude approximations of when to start in regard to start and when to stop--figuring when the 
P.O. will send it out and how long it will take. Fortunatey my local post offke 

h03, Allow people to enroll online. M o s t  importantly, make sure that the enrollment Is propedy recorded and implemented. This 
sewlce Isn't cheap. It Is maddening to spend a bunch of time at a post office setting this up and paying a lot of money, 
only to have it not work for weeks on end. 

A04, being able to enroll on h e  fwm usps.com Other comment- sometimes not oken a piece or two of mail mkses a dellvery 
and It always seems to be a tlme senseUve invoice and I get a late charge from the vendor... other wise everything Is 
great.. . 

AQ!L Reduce weekly fee of $10 by half. Ship hnke per week, It used to be free but service was unpredictable. 

, MA) was wry helpful 

l-QIi once I have signed up for the setvtce, I would like to be able to sign up again on line and pay by credit card 

1QZ. Oum mall sometimes does not wrhre wlthln the forwarding mority Mail wtndow of time. I think we should be credited for 
the charge when that happens. 

was familiar with the program. 

The regular fomamllng SCCVrCC should be adequate. We w m  not getUng e v m i n g  so we are now paying $10.40 a week 
t0 get things. FOmardlng was better when the local mallperson was doing It all. Putting things in a computer someplace 
other than the local postdRce just made a mess out of #. 

Ed- your postmasters to thls W c e .  Went to two major post oftoes before finally finding a veteran employee who 
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Q. Train all your postal clerks In the enrollment process . I found that contacting the PO recehring the forwarded mail helps It go smoother. Perhaps the form could go to both 

Ma. Overall, I am very happy wlth the service. I can expect to see my mail delivered at the same time each week. 

&¶A I think you should only charge the user "once" for the $10.00 enroiement fee,not each time the user wants to use the 
senrlce. A Passport fee Is good for several yearsfwhy can't thls user fee be good for more that one Ume???,It should be 
good iar at least 5-years.DH. 

.U4, The only bad experience we have had with the forwarding service Is that mail was put in our box after the premium 
forwarding started we m e  not home for 2 months so we had a milbox wlth a few days of mail in it that we dld not 
redeve. The post office was klnd enough to call us to make sure we knew that a mistake had been made, whtch we were 
very appreciative. We love the servke but wish we could slgn up online. 

115, The only problem I encountered was that the postal service desk derk was unsure of how/what to do -- maybe because it 
was a new service? So I guess my suggestion would be that the clerks know what's going on . . . Otherwise it was great! 

A S ,  Give training to the postal staff so they know what it is 

lA7, Excellent. Compllments to the Service derks in CT iandllng ths so well!f 

ot sendlng and realving Po 

It would be easier if there was no $10 enrollment fee. I would rather pay like 25 cents or 50 cents more per week. I think 
that you would recoup the cost. It would make It more worthwhile to do It for a few weeks. I do it pretty long term, and i t  
would cost me more than the 10 dollan, but I could do it inbetween for short perlods of time also. 

W L  The service was slow In the beginning, but Is now very good to excellent. 

12% Allow for online enrollment. My post office won't provide forms beforehand. I have to wait in line just to get a form, then 
go fill it out and then wait in line aaaln to be orocesed. It's very in-emdent. Also, most staff don't know how to flll out the 
krm, so I have to wait for someone who is familiar with it. e . Allow online application. 

la. Be able to do R online. 

La. This program has been fantastlc! ' tn 1 I1 postoffice has done a fantartic job and we are so pleased to get 
our box each Friday. Last year it was a nightmare just havlng our mail forwarded to AZ. Even bills did not get here and we 
only got 1 of 3 gas bills. We just couldn't take the chance thls year. But this program although not cheap has been a great 
thing. And even fun to get those magazines etc. BUT AGAIN TT IS 
AND SHE HAS BEEN GREAT! 

U4, The first time I enrolled my mail was forwarded correctly. The second time the mall was never sent. I should have asked 
for a refund but didn't. I have not used the fomarding senrice again. 

t21. M o s t  Postal Servlce workers did not know how to do the enrollment without getting help from someone else, or how to nil 
out the form correctly. 

426. I haven't received my forwarded mail for three weeks!!!! very Poor Service!!! 

3.21, 1. Make It possible to enroll on-line. 2. HvoHment fee for each destination is excessive - there should be 1 enrollment fee 
for any number of forwarding addresses for a period of servke. 3. Most 'snowbirds" are on flxed incomes and the cost has 
Sevecty Impacted our wlnter budget. 4. We are most unhappy! 

$28, Online enrollment would be better since them is little knowlege at the local Po on how to handle the enrollment. 

, M I  WHO TAKES CARE OF IT 

129, Would Iove to see the enrollment process available on the USPS website. 

LtQ, Train the USPS counter personnel better. Each time I've used the service (7 times now, I believe) NONE of them 
(anywhere kvm 1 to 4 on duty at the same time)could correctly compute the cost and dld not know to which USPS 
"accounts" 
them through me process. And each tlme no one knew the correct account numbers to use (including the supervisor) 
and had to search until they remembered w h  thy had written the numbers down from the last time. This deby usually 
aggravates the customers who am waiting in Une behlnd -...they get angry with both the USPS ... and with me for taking 
up so much tlme at the counter. I suggest lnduding the account numbers on the enrollemnt form so they won't have 
to searrh for them. Even though I now have! the proper aclcount numbers written down and can tdl them. they dan't want 
to take my word for it and so have to search anyway. I am a customer at the t 

-use me p h r ~ m ~ m  seem to be so unfamlUar with it. 

the charges should be entered. Each time it required a supewlsor from the back to come out and lead 

and was told I was the first one to use the service thm ana awarenay It Is salf not uses muQI 
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forms ready to pkk up In the Post Ontce lobby. 

2. I would like to do the enrollment over the internet and pay with a credit card. 
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Q8. How was the description of the service different from the service that you actually received? 

A, WAS SUPPOSED TO BE HELD FOR ONE MONTH, WAS DEUVEREO TO IN-LAWS AFER TWO WEEKS. OUR OLD POST OFFICE 
WOULO ALWAYS HOLD WXlWOlJT THIS PAID SERVICE. DOESN'T SEEM RIGHT. 

2 out of 7/43 weeks, the mail was received late. 

I do not think it was differant. 

4, 1) I was still receiving mal at my home and at the forwarding address. 2) I pald for 12 months of the Premium Forwarding 
Setvke yet only recelwd 1.5 months wMch the USE dedded to cancel wlth no dlrectlon on my part 3) Because I'm 
working out of state I haven't been able to visit my local post office where I paid to get my money back 

5. The dellvery date at the fomardlng address k not consistent 

6. Dldn't arrive in a timely manner each week. One week we didn't get the mail until the following week. 

t mail arrival time is variable. Mall Is still belng dellvered to address that was to be forwarded. 

8, On several occasions mail we expected to see on Friday were dellvered on Monday. 

S1 Last summer we missed our package for over a week. When we checked on it, the package had been sent, but it took two 
weeks for It to be delivered. This week bur package was put in the package box wlth another penon's mail. Luckily that 
puson knew us and brought us our Premium Package. otherwise, we might have wafted a week for thls package. I think 
the person who delivers our mall Is an independence contractor and that may be the problem. 

LQ. The first delivery took almost 2 weeks to receive my first package. My main complaint Is the irregularity in delhrery. Some 
Fridays, one Saturday and one the following Monday!! I would like to see more consistency in delhrerfes. 

U not. except fot the non guarantee about when I will receive it. 

1st week was dellvered after 2 weeks. 2nd week and third week delivered tvvo days apart in 3rd wetk. 4th week OK. It is 
currently the 7th week and I have only had 6 delhreries. The last one I recehred on 2/16 and it was well over two W e e k s  
since pmrlous. Priortty package (sent in mid January hom Oregon) was not forwarded a t  all. 

monday 

as I said bel;on, the shlpment was 4 days late once. Called kcal office and they had no record of when it was ShipPed. For 
this premium, you should know exactly where is Is a all times. Fcduc h w d  

ZL Once it was later than antldpated but upon calling I learned that it was on its way 

16% V W  lncansistant dellvary. SomeUmes I'd recelve the mail on M a y ,  sometimes on Saturday, sometlmes on Monday. 

9 

&EL many postal derks don't know how to set thls up at  the post offke days i recdve my box of mall varies from Mday to 

0 
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The people In hught It would anlve In 5 to 7 days instead of 11 to 14 days in sevearl cases. 

In one Instance the post office did not start the servlce for two weeks after It should have started. I had to call them to get 
the dellvery started. Their response was that the paperwork had been delayed to start It. As explained earlier, I did not 
recelve a package last week and now no one knows where it is. 

da. The mail was not ConMentty delivered each Friday. Durlng the Christmas and New Year holidays, the mall took up to 2 
weeks to be dellvered. Also, some weeks that were not hdfdays, the mall was dellvered on Saturday, not Mday. 

20. See #4 for the problems we encountered. 

%&. I was told that mail would be delivered by Friday of each week. This does not always happen. 

22. Our nanme was not always put on the envelope. The envelopes were not always sent weekly as promised. 

23. The fowardlng by the local postmaster was flawless. We elected to forward to general dellvery in several dtks as we 
travelled. Unfortunately the MAIN post office in a dty is not necessarily the branch receiving general dellwry mail. The 
branch mehflng general delivery mall should perhaps be defined on your website for each dty. For us it would avdd lost 
mall, as our mail travelled around for two weeks or until we' left. 

.2&. arrival day not consistent. The mail was shipped on Wednesday. It sometimes arrived on the following Monday, sometimes 
on Saturday and once on Frlday. 

;asL See previouse remarks- someUmes the staff person assigned to forwarding is on vacation and our mail is not shipped until 
that individual returns to work, thus delaying our mail and causing anxiety on our pa& as to where the mall Is and is it safe. 

26. I was not b i d  that the servlce was not available at  all locations until weeks after I had enrolled. 

22% Not always reliable. 

a The first time I requested the service, it was not started until I called (lost the order). The current (second time uslng the) 
service is worklng perfectly. 

Initial description was pretty skimpy. Wasn't told about having to pay more postage for a package that was SUPPOSEDLY to 
large for tnalllng box. I don't thlnk there was any attempt made to put it In a maillng box, just stamped "POSTAGE DUE" 
and sent it. Had to pay the additional fee just to get B e  package no procedure or polky for contestlng the choice to send it 
"POSTAGE DUE" instead of putting It In a priority mailing box! I'm sure It was simpler just to stamp "POSTAGE DUE" and 
get rid of It. I think It shouM have been boxed and then sent! 

3Qh not always mailed on scheduled day; no consistency to when It is received; no dates stamped on Priority Mail envelope to 
see when I t  Is actually mailed;when problem In receiving b call made to inltlatlng PO, no one can tell you anything other 
than it was shipped & date; no way to follow up when not W e d  

31, Mail was not sent every week during the 6 weeks of my stay in 
wks to be delivered to temp address after it was sent. 

32, Usualiy It took 2 days, but a few times it took 3 days to receive my mall 

33, I was assured that the mail wouM be dellvered In two business days. It sametlmes takes a week. 

34. prety much what I expeded. 

3t The mail Is forwaded on Wednesdays but unclear what time of the day. One time when I checked with the local Post OfRce, 
the mail had been packaged in the morning (before the day's dellvery) but held untll the afternoon before being sent out. 
Also, the mail Is manually / handwritten addressed each week leadlng to a lack of confidence that this will happen 
consistently each week without error. 

3.6. Was tdd 2-3 days receipt hom mailing. The last week was seventh day. That day was the day before my leavlng the 
temporary address. 

31, My regular mail carrier trled to leave mall after the start date and my nelghbor had to straighten It our. I have received all 
of my mall after that. 

3% It has been improving each time I use ~t, sa I -me as employeas get more used to It they become better at It. It was 
obvkus they had very littie If any tralning on how to W out fwms, etc. 

We encountered one problem: one week the postal carrler on the receMng side (where we were on holklay) dldn't leave the 
sdnduled Prfority Mail box at our mailbox. He left a notlce card indicating he would redellver or we could pkk it up at the 
local p6stofRea (ne reason was checked asto why - perhapshe thought we were no kngerthen). We kR a note for Mm to 
leave it at our mailbox. Instead of m n g  the box on Friday we received it the Following Monday 

e 
cvkn though I get a lot of mall. Sometimes it took 2 
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Not all magazines were mailed on a tlmely bask .. as not shipped at predktabk Intervals, did not arrive for 7 or more days, dld not believe all mall was bdng forwarded 

4 2  I paM for an enure year but received mail sporadlcaiiy and sometimes only monthly with mall that had been sittlng for the 
past month. when i would call to inquire wlth the local post omce I would always get the runaround and transfer. No one 
ever seemed to be responsible for the problem 

*3, we were led to bellew It would come on the same day each week but It hasn't. the first week was sent on the second week 
we were gone. they said It would be sent on Wednesday and we received It on Mday which was good, but slnce then its 
dther recBivBd on Mday, Saturday or mostly monday. 

44, n/a 

45. Last year twice the mail got delivered to my mail box in Ct. There was a temp that did not forward rlght. Other than that it 
has worked ok. 

96. I didn't brow it would only be once per week. To be more accurate, I didn't understand that dearly. I can't say no one told 
me, I just didn't understand It. 

37, One employ- should be responsible with forwarding and printed labels should be made using the customers' exact address 
instructlOnS. 

48, My mall was not delivered the week of Thanks Glvlng. I pald for it to be delhrered every week and one week was missed. 

4% It was pretty much as It was described. We did experience some small delays durlng the holiday rush 

5.4. .. N.Y. P.O. did not dispatch mall packages in the timely fashion as contracted.We contracted for 4 weeks, and 2 out 
of three were many days late, and made me so concerned each week that I was regularly calllng the 
lost my sense of confidence In the US Postal Service. 

'.O., and 

The first tlme I used the service there was confusion at the end of the time period. My mail was held and not forwarded at  
all. I could not get any information online or on the phone. The most recent tlme was handled much better. 

$2. nottimely 

53, Service was requested for 5 weeks. The first 3 weeks were on schedule, mall received on Friday. The 4th week we received 
no mall dellvwy. The 5th week we received mail mid-week (our 4th delivery). Because of the delay In delivery, our 
temporary address was only vaIM through the day of our 4th dellvery as stated on the enrollment form and the service was 
to tuminate on that dale. We were contacted by phone after our servlce termination date to provide an address for the 5th 
de l i iq ,  which we did receive. 

54, CUWWt  forwarding has been consistantly excellent. In the past, there were inconsistant delivery days a few weeks. Overall, 
I am very satisfied with service. 

!E= Mail was not delhrered as quickly and delayed during Holydays. 

95, I recieved many of my nelghbors mail 

Y. I was suppose to recelve the mail by Saturday or sooner. To date, three(3) envelopes of the Rrst six(6) were not received 
until Monday. The cost has more than doubled and the service has slipped. 

3- I paid tor PFS for (4) four week based on mall to shlp on Wednesdays and to receive on Friday or Saturday. This is what I 
was told. Two of three weeks, we received our mall on Mondays. Because of this, I called to hold the last shipment because 
we dld not want to take the chance that the mail would not arrive by Frfday or Saturday since we were at our permanent 
address on Monday. 

60, Length of time for delivery is 3-4 days instead of 2-3. 

.as took 3 days to get mall last week 

62.. One week we recelved nothing. We were waitlng for checks and bills so it was upseeting. The rest of the we& we got the 
mail in 2-3 days. 

The first year there were problems with the starting date of &ai delfvery and the agreement. This year deliveries have 0 boencombtent. 

S3.. Almost every other week, I receive someone eke's mail. 
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Last year when we dld the premlum forwarding, the mail cartier managed to send other people's mall. Other than that, thls 
year there were no other household's mall in ours, 

One week the mall did not come and it would arrive inconsistently either Thursday, Friday, or Saturday 

67, Old not r a v e  the second weeks malllng. Service was cancelled in error by orlgln post oMce 

§Sa Late not delhrer on a Frlday. It came on Monday.. I f  their was a problem Is should have been deliverd Saturday. 

6% Some mall still delivered to original address. Would still be there if wife had not traveled theu 
Phone call to the post omCe sugests that carriers, probably substitutes, were not blowing protocols when separatlng mall 
for delivery. The regular cartier knows we are not home. 

on family buslness. 

70, no dlfference 

tl. Thls servlce was described as high-priority two-day sewlce. The m i c e  was not conslstently two days. 

72. Dellvery was very Inconslstent. 

73. My mall only had to go 80 mlles h m  the orlginatlng post ofRce to my temporary address. The mall was sent on Weds and I 
never received It befort Frlday and most times on Sat and some times the foilowing Monday and one time It was Never sent 
and I had to go the post offlce to get It! 

2-4 It dldn't actually work for several weeks (weeks that I pald for, by the way), necessltatlng a neighbors interventlon and 
multiple phone calls to the post omce. 

75, Mostly good but having to call the home post offke to see where our mall was Is a bit disapolnting 

fb, We are not happy with not knowlng whether our forwarded mall will be delivered Fri. or Sat. 

77.. USE missed last delivery and had to modiw the receiving location. 

It was just as I understood It to be. 

Dellvery was not ALWAYS on the same day/time. 

80, Slow at the beglnnlng, then very good. 

81. n/a 

82. One week I had to call e0 remind them to send It 

Iu, Winter deliveries have had problems due to weather 

&I. OK 

8!L The A n t  time 1 signed up for the service, I dM not recieve the mail. I contacted my Post Office and discovered that the zip 
code was Incorrect on the package (although I had It correct on the form). She assured me that it should only be a few 
days late. It took 2 weeks to redeve the first 2 packages. The zip was never changed, but we dld eventually redeve 
everything. 

JLcl Poor Service!!! StiW waiting! 

(Iz. Some weeks mail anhreJ in 2 days, others In 3, but overall, very good service, even though some weeks I receive a yellow 
Alp, as If my box were full, so I wonder If all my mail has made the shipment. 

Wt The first scheduled weekly malllng was not done but su 

SP, a week was missed because the person responsible for andllng was on vacation. Another tlme there was a delay on 

90, 2 or 3 Umes the mall was 
be h a d e d  from 
saurday (ok) but once or rmce not untlt Monday or wen Tuesday. 

uent malllngs were. 

[ each Friday, sometimes it arrives on 

startup. I= 
but wrong house number). the mall is supposed to 

In one of the start ups the maln person handling the m a r d i n g  Jervice was Ill. I had to call to get the Service started. After 
that initla1 fallwe the service has been fine. .- . at the radlfty is excellent. 

I 
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4 I I How would you suggest the delivery of mail to your tmpnty address using U.S. Postal Servlce Premlum 
Forwarding Service could be improved? 

SUGGEST HELD AT POST OFRCE. WHAT IF I DIDNT HAVE RELATIVES CLOSE BY? 

Really, this is a very Important and much appreciated service. We live In 8 months of the year and this service has 
been wonderful. The ONLY suggestion or request is to somehow limit or eliminate the "third class' mailings. While our mail 
is being bmarded It would be better not to reoeive a large bundle of mall wlth 50% + befng 'third class' mallen and 
catalogues which we Just throw away because they are not very relevant in ' MANK you for the Forwardtng Service. 

3. All post offices shbuld know about the service and be able to implement ito 

9. If it could be predkable,that would help. Expect It every Saturday. 

L We got mail that dtd not belong to us and we had to send it to the proper owner. This was a blt of a hassle because I had 
to buy a larger envelope and take It to a post office to mall. We have had our mail forwarded in €he past and it did not 
work very well. TMS year was much better but the cost seems much too hlgh. 

5. Arrive each week. 

Z. No improvement ncccesary. 

8, Delivery of all of our mall 

a It would be nice If the collecting agent would not put fliers and other junk mail into each daily package. 

48, A more alert d e w  penon to our Po Box (to a substatlon box) would be a help. 

11. ClarirL Item 9 for the user. My undentandlng was that ANY amount of mail was covered by the $10.40 weekly fee, unlike 
the prevlous twice per week system; 1.e. the P.O. would )ust use a bigger box to forward ALL the mall, as necessary. 

ZZ, Please see above note. 

13, why can't It come fight to me. how long does it sit In i 

&4% 

waltlng to come to ? 

It in tlmely manner. Send all mall even If extra postage required. Po seems to do it at random times. 
PO dewvued to wrong a d d m  - neighbor had to bring it over. .I e seeprevlouJnoteJ 

.Us Reduce multiple forms for each temp address. 

M, Trsc#ng 
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Not sum, It doesn't arrlve on the same day every week. 

Twlce a week delivery! 

2t dellvery same day each week 

2%. Provlde Delivery Conflrmatlon wlth this program or allow me to purchase Detivery Conflrmatlon for thls program. 

29. My only comment k that tht service work as It should, ail the tlme. 

24, I would rather enroll online. 

Xi, The fOnNardlng by the local postmaster was flawless. We elected to forward to general dellvwy In several dtics as we 
travelled. Unfortunately the MAIN post office In a clty is not necessarliy the branch recelvlng general dellvery mail. The 
branch receMng general dellvery mail shoidd perhaps be defined on your website for each ciQ. for us it would avoid lost 
mall, as our mall travelled around for two weeks or untll we' left. 

2S, We wouM like to apply on-line, now that we know more about the system. 

231, Maklng thls servke avallaMe at ALL postal locatlons or even to ail legitimate mailing facilities, lnduding other commerclai 
mall-ncehring locatlons. 

Be 100 percent reliable. 

2.9, Fine the way It Is now. 

30, More conclentious handllng ..... . . 
- 3t The service worked just fine for us. 

More than one sMpment per week. 

stamp date malled on envelope; some way to track lost or late shlpments 

3 4  Fine, asis. 

3.S flnd out why 
dam. 

26, End of Service instnictlons are confusfng, and hard to flgure when to end. Possibly more clear info on how long the last 
shipment would take. 

37. Be#er cooperation by the Postal service on the temporary end 

38. Nothing, other than the tlme It takes to get there, as I haw previously noted. 

39, Slnce it only costs a lWe over $8 to send In the mallen that you can fill regardfess of wefght, why do we have to pay 
$10.40 for prem.7 The Warded mail is lust sent in a plastic bag no bigger than the $8 box. Enrollment fee too steep 
also. 

49, The startup did not work - After two weeks wlthout receiving mail I had to call the Post OfAce to get them to send the 
mall. Not sum what the problem was. The mail Is manually addressed and the weekly tracking is manual on the back of 
the form. This should ail be computerized, especially the maillng label. I can prlnt bamded exact malllng labels wlth 
postage a t  home so It seems it bit absurd that the post office Itself Is manually addressing. 

4 k  hFerythln0 Is good 20 far. I: received a telephone book far my house In Illlnds. It was not necessary to fomard that W 
Rorlda 

PZ Gawantee 2-3 day deRvery 

iU There k no way to track the package once It is sMpped ltwn my home post offke. I would suggest that packages be 

ZIP dld not delhrer the box when they got it. It rpbvlously was not handled as a priorlty or first 

tracked through the system 50 a foolow up could be initlatad If it Is not received at the ususal tlme. 

more trafnlng. Some of my Mends thlnk the cost is to Mgh to use when 1 rnentron It. 

I would hope that USPS m i d  allow more than ona address for fomardlng. For Instance, 6 weeks at one address and then 
allow rnau to be sent to a second addms. That would allow us who liw in RVs to move between camwnwnds and stlll be 
able to receive our mail. Overall, however, we are very pleased with the service and the personnel In our local a c e  who 
handla our Ibmarding. The delivery is always timely, and we hare had no problems in two separate years (three months 
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each) wing the setvice. 

Exduslon of junk-mall, if at all possible. 

4t no bngetuseit 

Si, Could be more timely. Some weeks the delivery comes a day later than expected. 

&% dearlnmctlons 

5 s  NA 

U you reallze this was last year? If you used fiat rate envelopes, stop dolng that - they do not move through the system 

52,. Ship twice a week 

el'fldently, for 10.40/wk send minimum 2 smaller shlpments/wk to keep up a mom timely mall flow 

Offer other opttons to the weekly delivery, such as Mweekty, etc... 

54* don't ship junk mail 

55.. Seems It Could be faster, and I had to have it sent to my son's PO6 rather than have it held for my plck up (no home 
delivery In 

55. nextdaysevice 

S L  I would like to have a choice as to which day It Is mailed to me. My temporary address I cannot get my mail on Saturday 
and I then have to wait until Monday which makes my mall really delayed gettlng to me. I cannot understand why It does 
not m c h  me by Friday as it does some weeks but not others. If I could request another day other than Wednesday my 
mail could reach me in a Umely manner. 

It would help If It was mailed In a timely manner each week. we have received a neighbors mall on two occasion with our 

Cdorado and new FOB'S Impossible to get). Would like to be able to pick up myself without a WB. 

' 7  mall, I forwarded it to them. 

1% Seeflrstcomment. 

60. VerySatlsfied 

61. See above note. 

62. -Ice my mall has gone to the wrong address. The flrst tlme, part of my mall was In someone eke's package. The second 
Wme, this week, my entlre week of mall went to someone else. ~ucklly, both times my mail was sent to someone I knew, 
so I dM manage to eventually get it. The person sorting and packaging the mail needs to be more careful with the 
P-. 

6Z Mall delivery is fine. I have no suggestions. 

64, Continue to stay as it is now. 

65, Have the mailing from the local P.O. be sent out at  the tlme arranged every week, Instead of lrraticaliy. 

66. problem Is In receipt of mail, never know if It will be overnight, 2 days or three days 

67. cheaper 

§& It Is OK as is! Leave it so! 
69. Satlsfactory as It is now. 

70, Iamhappy. 

bl. I think the weekly rate is too high. I can understand a enrollment fee and pwslbiy a fee per week to cover postage but I 
feel the total per shipment is a little excesske, especially for people who are away 3 or more months. 

U Find method to have conskbnt dellwry. 

Meet your sevke level goals and reduce the $10.40 cost by 50%. 

Attachment to Response to OCA/USPS-Tl-4(i) 
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We don't have nmhlems wlth the forwarding servlce but we do have problems with our service in ..Utah@ 
, Our current mall canla is delivering our mail to other addresses and we are recelvlng our enlghbors 

nail. mls nappens about once or twice a week and some of the mail has been very important and confidential. We have 
No Idea If we are receMng all of our mall because it Is mlsdellvered In Salt Lake. Thls has been a problem for 3 or 4 
months. 

Y, I understand mail can be delayed for unforseen reasons. I wrsh I would of been more inbrmed that maybe the mail would 
of taken more tlme to arrive. Our mal was forwarded from PA to FL. Also I quested a nfund at our local P.O. when I 
pldced up our mall, not realking I would have to complete a form for this request. I decide to "eat the $10.40'. 

L& Mailing labels should be typed. I worry that my temorary addms connot read the handwritten label. 

79. shoudnt have t o pay extra for packages we had 2 packages fomae e rded to us for whkh we had to pay 4 73 each 

80, Should be able to state a preference that mail requirlng extra postage be held. 

8t Nothing at this time. 

B Z  Somatrmes the box would come open in transit. After some shipments the shlpplng PO used clear tape to seal bothe ends 
curing the problem. 

83. Make sure it is shipped out each week. 

8 4  Better information to substitute carriers on the premium forwarding. When we had delays it appeared that the regular 
carrier was not working that day or period. 

85. Check to see that I don't receive someone else's mall. 

86, Make sure the mail to be delivered is going to the right people. 

n/a (needs no Impmving) 

Make It a consistant deliver time either owmight or two day 

It has been satisfactory the way it is being done here at the receiving end. 

9-1. don't know 

91. Good plan I f  all follow pmceedures. 

92,. Make sure it is deli.vered the same day each week. 

92L More cansktency re the day of receipt. The mail is sent on Wednesda ys... sometimes it arrives on Frldays, most times on 
Saturdays; occasionally on the following Monday. 

94,. Get it there in a timely fashion. 

-95. Stick to a schedule. 

96, Good just the way it Is. 
slt Hail Is delivered anywhre from Monday to WEdnesday making it difficult to judge as to when important mail will arrive. 

98. it Is good Cor two weeks 

99, It should racelve a priority staus and never take more than 2 days If wlthln 100 mlles of the sendlng post Mce. There 
should be more than 1 or 2 postal derks at a post office authorized to handle premium mail forwarding. The time I never 
recelydd my mall was due to the fact only 2 people were authorized to do It and they were both OUT that week!! 

;LRJL Be sure to ship ail mail all the tlme 

xpt Our Postman is EXCELLENT and customer oriented!! I 

NZ2, noneedtolmpmve 

live up to the promise to ddiver In 2-3 days and credit the client when It does not. 

Deliver It on M. every week. 

&C@, It Would ba nka I you a n  somehow reduce the amount d junk mail we receive. Perhaps all the mall that is sent to 
"RESIDENCE' address can be eliminated. 
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The weekly charge Is way to expensive for the amount of e M  the UPS has to contend with. The $10.40 per week b 
much more than it should be, baised an the time it would take a worker to package and send me my mail once per week. 
OH. Assume the average Postlal worker wage is $20.00/hr. It does not take a half hr. of time per week to do thls job.1t 
mlght take 10mln. 

1OL No changes at current U m e  

108, lust don't forget about us. 

lQ9, I thought It was all very good. 

fi9, Evceelent at the dellvery end, also. The carrler, Jayson, Is excellent!! 

Ill. I believe that the Initial slowness was due to lack of training, which is to be ixpected of a new program. 

tu. Send me an emall wfth a tracking R for each shlprnent. Unless It costs more to do thls, of CoLaCSe! 

U3, It Is great as it is. The cost is slgnlflcent but if we get all our mail then It is worth It. We have found most people don't 
even know about thls servke M perhaps you could advertlze it more. 

lA4, Shlp mail when I enroll. 

lXS9 SeeAbovel 

1;lbZ COST IS THE BIG NEGATIVE. 

lL7, As I said before, being able to sign up on the U S E  webslte (Instead of going to the post OFfice). 

118. Flne as Is...if correct address is used. 

119, Nothlng, It is a nice service. 
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a, ,<Please suggest any additlonal changes you would like to see made to US. Postal Service Premium Forwarding 
Service, or provide any additlonal comments you may have about the service below. 

1, Other than the 'third' dass, unimportant or 'unwant I , ' mail I do not have any suggestions. It Is a very, very helpful 

f, DO AWAY WITH THIS SERVICE 

2, I would've liked to actually see it implemented 

program. I 

I 
0 

and the dates. do not 
and put It on 2) credit 

5, OMnY like paylng 50 much to 
dldnY ahvays anive on tlme. 
scale and bought postage for 
tlInelY manner. Our teen-age 

7. Improve conslstency and quality of service especially canslderlng the cost 

8, Qemaps if enrollment was this way you could solve 
weeks was requked at the time of first entry what ha pens If it needs to be extended. Would you notlfy by email that the 
end was comlng and allow the fowarder to add additl I I weeks? 

h, The secvlce is excellent - thank you. 

towarded address labels issue I mentioned earller. I f  paymenW of 

9. Make sure USPS Prlority package delivery gets sent abead. This Is your service after all. I 
110. use of SerVkeJ thru ifItemet Please! I 
1l. It seemed expenslve because in years past a Men 

about $5. 
able to fornard the mall and many weeks It cost no more than 

12, N W  

12 The W c e  in cwkl not have been better, pa 
us out wlth that. We continued to recieve our mall 
have asked for anything better. We even recievcd 
was on vacatlon when we were to have had the flat 

14. lust as previous-advlse aH personel of r u b  to llmit confusion. 

in a small town. We had a delay in departure and they helped 
untll we were able to leave do to medical problems. Couldn't 

II checking on our R a t  shipment start UP as the gmHeman 
t mtand he caliedto check b be surethe recMds were 0 mbht. 

Attachment to Response to OCNUSPS-TI -4(i) 
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I need thls service because of traveling so much so when It work correctly It Is great. Make lnltial instructlons dearer, 
ptwfde dellvery confirmetlon and all me to set this up on the internet. For someone llke that uses this process several 
times a year, to $10 processing fee is too much. Reduce the inltlal fee or only charge the $10 once a year... 

16 As #14 lmplys, the seWa should be available for subscrlptlon on the Internet and via credit card! 

17.. The forwarding by the local postmaster was flawless. We elected to forward to general delivery in several citles as we 
travelled. Unfortunately the MAIN post office In a dty is not necessarily the branch receiving general delivery ma#. The 
branch recelvlng general delivery mall rhouM perhaps be defined on your webslte For each dty. For us it would avoid lost 
mail, as our mall travelled around 

AB, Again: Making thls sacvice available at ALL postal locations or even to all legltlmate mailing facilltles, Including other 
commerdal mail-receiving locatlons. 

3% In the past for Mall Hold, I have used the Internet and would prefer to use it for the next tlme I enroll In Premlum 
Forwarding. 

10.. No Suggestions. A t  both ends everyone Is doing a great job getting the mall to us in a timely manner. 

u1 See preVrous comments .................. 
22. The senrlce was excellent I don't thlnk it needs any changes. 

U, more training of employees on how to enroll; very time consuming whlle they (other tellers help) figure out what to do 
leads to long lines building up behind you & unhappy customers;excellent servlce for people who go away For winter but 
enrolling dutlng holklay time causes dlssatlsfactton for above reasons 

two week or until we' left. 

24. Although the website says you may extend your time period, when I contacted the post office where I had signed UP, they 
said they had no way to receive payment for the extenslon by credit card-over the phone. Since I wasn't in my hometown, I 
had no way to do an extension in person. 

Just do what you commlt to do. Evenrbadv 
weeks and I returned home to 
manager was then angry that I was refunded the $$. That only added insult to injury. 

inted the flnger at the other p.0. When my mail was not Sent for several 
?I asked for my $10 for those three weeks, which 1 did get. However the p.0. 

26, None 

2 L  See comments above. Three Issues: 7'he startup did not happen without additional intervention when no mall was received 
for two weeks. Labels should be printed electronically rather than manually handwrltten. Enhancement: Put a properly 
printed label on the package with delivery conflrmatlon and m a i l  the trackfng number to me when the mail is forwarded 
each week. Overall a good service and less likely to lase mail but It needs to be properly automated to achieve reilability 
rather than dependlng on manual process at the Post Office each week. 

2 8  Overall It works well for me. I will use it unless the cost would jump over 8% or so. 
2ZL service was too slow 

3& The fkes seem t Increase every year. Is that really necessary? I can understand when postage fees increase, but not 
othemiso. 

3.L None I 

32, I trkd regular tempoary forwarding of 1st and 2nd dass mall this year wlth similar results. You appear to batch process vs 
plece process mail with forwarding labels. Not at all timely on the recdving end. 

33. Ship twice a week and withdraw postage chages fmm an advance refundable deposit. Provlde for changes of the ending 
shipplng date v& the internet. 

3d make available online 

TJ, I would llke to see a various or selectable dellwry aptians. weekly, 2-weeks, 3-weeks, monthly, etc... 

th, I feel the enrollment fee would be adequate at $5.00. Also, I feel the $10.40 fee Is too high. You can request a temporary 
change of address and have your mail famartfed at no charge and the servlce is as !pod or better than the premium 
servke. 
$6.00 a week far handllng k too high. 

I 

sewice requhvs additional handling of your mall as does holding your mall. I do not mlnd a small fee, but Q it would be helpful If there was a way to intetact with either usps or our local post offke more easily. 

W, DeHvvtwlce a week. 

Attachment to Response to OCA/USPS-TI -4(i) 
Page 18 of 20 

61 



4,' . 

I 6.L On-line sign up. 

'h 

I bt. Itk a great m k e  In conapt but It is very poorly e x b d  by the post office. Clerks need to be more knowledgeable about 
it and it Meds to be comktentiy reliable. If Fed Ex and UPS can mall to people on a stated day why can't the post office l 

when sameone Is paying an extra $10.40 a week to g b  thclr mail?? 

See above note. 

Internet dgnup would be great, as It would eliminate the anfuslon at the local post Office as to how to code the servlce Into 
thelr reglstw. Thls Is a valuable servlce for snow bkds, but the person sortlng and packaging the maU needs to be more 
careful. Sendlng the mall to the wrong address several Umes makes me questlon whether the service is really worth It. 
Paftlcularly in January and February, when you are geWng all of the year-end statemcnts/l099s. You don't want that type 
of Infonnatbn mis-dsllvered and floatlng around. 

4L, Uslng the Internat to enroll In the Premium Fowardlng Service would be the only improvement I would ~ugg&. 

42 Advl~a how many weeks you have remalnlng from t h e  to tfme and explain how you can extend or shorten the weeks you 
have paid fur 

43" I've said it all! 

44, The optlon of once a week or bl-weekty delivery would be more benlflclal to myself and others llke me who often are at 

4.5. There needs to be a way to enroll onllne and be emall conflrmatlon that the local postal servlce has received the informatlon 

4d. The entlre service depends on the Post Omce that IS handling the mail. Small town offices have short hours and no 

another lacatlon for 4 ,s  or six months at a Ume. 

and wlll process the request on time. 

weekends.. Most Postal employees have been dropped on their head at blrth so their affltude is less than desirable. And 
their Personality could use some allgnment. 

97. SatMactory as it is now. 

4&. I have none 

39, Reponses are shown above. 

Pfease contact our mail carrier In and explain how impoartant It is so deliver to correct address. a:. A very usefull and needed servkel Thank You! 

I 5 2  It would be greatly helpful to be able to trace a shipment that Is not delivered. 

53. Need for quality control. Received other person's mall (Including 1099 and other mail marked important tax Informatlon 
endosed). Makes me wonder whether I am gettlng all my mall. 

54% OWin Post Omce also disregarded the date on the bm that indicated when dellvery was to start agaln. Mall was left at our 
front door In an open, unsecured post office carton 4 days prlor to our requested restart date. 

S 5  Even though I said I'd enroll vla the INtemet, I was vory pleased with the arrangement I made at the local post offlce. The 
'personal touch' made me hel conndent that the job was going to be done right ( and it has been). 

56 we hsVe been very SaNSpd 4 t h  the service to date. Next morning delivery normally or at least 2nd mornlng. and 
i did an excellent fob of explalning, set up and follow through. Peace of mlnd makes the fee t at OH . 

worthwhile. 4 Ic.To the service again. 

fumardlng each pkce separately. 
57, This Is an excellent new senrla of USE. In the past !,would rather hold mall and not chance loosing mail by the USPS 

sa none 

5% Premium Fonnardlng servfce shipments should be made trackable wlth shipping dates dearly marked on the Packages. 

fip, None, the senrice has been very good and we are stllllusing it for the rest of our stay. 

Lower the price and shlp Mce per week. 

Inform dimts about the addition shipplng charges for certaln types of maU. 

6!L We were not ham with the normal torwanling process. Thlngs were lost--in one case the Sender got a check returned 
instead of It being lbmarded to us. The computer tomarding of Mlk, tax statements, etc. was very bad. 
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. .  

Make it more affordable,lt is way too expenslve. 

I feel the serviceis excellent but I feel the price s rather high. 

68.. The postal employees were very ignorant of this service and gave me a hard tlme. The service did not get recorded or start 
when I requested It. It was extremely frustrating and I made several phone calls to get it stralghtended out. Once it was 
straightend aut the Jcrvke worked well. 

69, No changes, please, in servlce or costs!! 

;Za I belleve that overall It Is a good program. 

t t  My latest forwardlng lmtructlons got mls-flled at the local post omce. I had to call and get them to flnd it. I wish I could 
confirm that the instntctlons wen in place instead of waitlng for the flrst one to appear and then call. 

I !  Senrlce at my regular post offke 

Z3, We think that the actual person who is pacldng the box is the key and 
smily face that lets us know she is right there. We have gotten ail our tax lnbrmatlon which is essential this tlme of year 
so all Is well and we really appreciate the proqram. NOW 
SIlUARON AT THE US POST OFFICE IN ' 
IN LINE and someone at the counter get up and leave. And now with one person doing Passports It is even worse. I have 
never seen a Post Office so poorly run!!!!!!!!!!!!!!! So frustrating!!!!!! It Is the talk and frustration of the townl!!il 

h4. Even with the bad flnt experience, this service Is invaluable for me and I will cantlnue using it. It has been great since 
then. 

Zt SeeAbove!!! 

74. Some dexrlptlons of service are undear such as how long perlodlcab will be forwarded -- there should be no limit. 

Onlhre enrollment llexibillty on shipment dates flexibility of desllnatbn option af time sensiffve delivery method better 
tralning of employees better procedures at local PO 

has been great. Most problems have been on the receiving end. 

I has been wonderful. Very personal touch with a 

VOU COULD JUST DO SOMETHING ABOUT THE H0RRlBI-E 
, . MERE ARE TIMES MERE ARE 20 OR 25 PEOPLE STANDING 

8, keeoupthegoodworl<! 

79. Even though I've experienced some problems with it, nevertheless Premium FCmrarding Servke is the best wiutian I've 
found for my personal situation whlch is that my home I= In 
or 5 times a year. I tried puttlng a hold on my mail in !I t and having my daughter plck it up once a week wnlre 1 

I but I spend 6 or 7 weeks at a time in 14 

9 
was gone! but that proved even more 
I gwss that's price I have to pay if I want to get 

8lL For me, this is an excellant service as 

81, Greatservke 

to administer than PFS. I find PFS expensive but 

not home too often. 

while I'm out of town. 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-TI -5: 
Please turn to the Second Data Collection Report for the Premium Forwarding Service, 
April 1, 2006 - September 31, 2006 (Q3-Q4 FY 2006) (Attachment 1 to your testimony). 
Please explain the statement on page 2, “A distribution of PFS volume (shipments) by 
zone for FY 2006 was estimated by recording information from over 15,600 sampled 
application forms.” Please explain the basis for the sampling, including statistical 
reliability and degree to which the sample is representative of the universe from which it 
is drawn. 

RESPONSE: 

Redirected to witness Dawson. 

MC2007-1, USPS-T-1 
Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCAIUSPS-TI -6: 
Please turn to the Second Data Collection Report for the Premium Forwarding Service, 
April 1,2006 - September 31,2006 (Q3-Q4 FY 2006) (Attachment 1 to your testimony). 
In item 5 on page 2 there is a summary of major issues discussed: the replacement of 
the previous informal fotwarding arrangements, concerns about timely delivery of 
weekly shipments, concern over the inclusion of Standard Mail in the shipment, concern 
over the inability to apply from a remote location, and concern over the inability to 
change the destination address during the service, conc?m over the lack of an option of 
additional or fewer shipments per week, and concern over the inability to send PFS 
shipments to international addresses. 
a. 
b. 

Please quantify the number of customers expressing each type of concern. 
Please provide the total number of customers queried as to whether they had 
concerns. 

RESPONSE: 

a-b. No major issues were reported, although this interrogatory identifies minor issues 

that, in the interest of transparency, were mentioned in the data report. However, 

repetition of issues was infrequent. I understand that responses were not quantified as 

this interrogatory requests. This was not a quantitative study; it was a qualitative survey 

that sought to identify issues that concerned customers without trying to assess the 

relative significance or weight of respective concerns. See also my response to 

OCNUSPS-T1-3. 

MC2007-1, USPS-T-1 
Response to OCA Interrogatory 



RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

OCNUSPS-T1-7: The following interrogatory refers to your response dated 
August 24,2007, to OCA /USPS-T1-4(i), pages 1 to 20. 
a. There are several comments from survey respondents regarding the 

difficulty customers are having in understanding the directions for 
Premium Forwarding Service (PFS). For example, see “Q4” survey 
responses 22, 27, 28, 39, 49 and 83. Please explain what the Postal 
Service is doing to improve the clarity of the written instructions provided 
customers. If nothing is being done, please explain why. 
There are several comments from survey respondents to “Q4” and “Q8” 
regarding the lack of consistency in the number of days it takes for a PFS 
parcel to arrive at its destination. For example, see “Q4” survey 
responses 13, 16,19,21, 26,81 and 107; for “Q8,” see survey responses 
2, 5, 6, 8, 16, 31 and 33. Please explain what steps are being taken to 
improve the reliability and consistency in the number of days it takes for a 
PFS parcel to be delivered. If no steps are being taken, please explain. 
There are several comments from survey respondents regarding the lack 
of postal personnel knowledge about the Premium Forwarding Service 
(PFS). For example, see “Q4” survey responses 4,5,6,  11, 15,24,28, 
67, 1 10 and 1 15. Please explain what steps the Postal Service is taking 
to inform and train postal employees about PFS? If no steps are being 
taken, please explain. 
Several survey respondents to “Q4” request the Postal Service to offer 
PFS enrollment via the internet, For example, see “Q4” survey responses 
9, 14, 17, 25, 33, 79, 82 and 132. What steps are being taken by the 
Postal Service to offer the following PFS services on-line: (1) enrollment, 
(2) change of PFS start and stop dates, (3) change of address and (4) 
payment options? If the Postal Service plans to offer any of these on-line 
services for PFS, please provide a time line of when and what services will 
be available to postal customers on-line. If the Postal Service does not 
plan on providing the above PFS-related services on-line, please explain 
why none will be offered. 

b. 

c. 

d. 

RESPONSE: 

My response to OCNUSPS-T1-3 explains the purpose - and limitations - 

of this qualitative survey’s results. These follow up questions seemingly elevate 

every specific survey response to a matter of critical management focus. While I 

think such treatment is unwarranted, I would agree that the survey responses are 

one useful source of feedback to a product manager; this is why my department 

asked the Postal Service’s Ofice of the Consumer Advocate to administer the 

MC2007-3 
Hope Response to OCA interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

survey under review here. I would also note that a number of customer e 
responses use the exact same language when responding to different questions, 

so the apparent level of customer concern illustrated by your iterative cites to 

responses may also overstate the import of actual customer concern. 

As PFS program manager, I field questions about PFS from postal 

employees on a regular basis. I also reach out to headquarters and field 

employees: those who are already involved in PFS, and those who have yet to 

be. (The scale of the Postal Service is so large and the PFS program so 

geographically concentrated to date that many or most facilities have little to no 

experience with PFS.) As program manager, I constantly evaluate feedback, 

looking for patterns, while watching for, initiating, and using opportunities to 

improve customer and employee involvement with PFS. Specific parts of this 

interrogatory inquire about responses to customer instructions, timeliness of PFS 

shipments' arrival, employee knowledge of PFS, and potential online access to 

PFS. I work on all of these. 

I work with various departments at the Postal Service to clarify PFS 

instructions to employees across the country with a focus on enrollment 

procedures. Most applicants fill out an application, at least the first time, while 

working with an employee, so making sure employees fully understand the 

service also helps them clarify the instructions for customers. 

The question about the timeliness with which PFS pieces are received has 

two major components, one that is somewhat under my control and one that is 

not. I work to make sure that employees understand PFS and how it operates; 

MC2007-3 
Hope Response to OCA Interrogatory 
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RESPONSE OF UNITED STATES POSTAL SERVICE WITNESS HOPE TO 
INTERROGATORY OF THE OFFICE OF THE CONSUMER ADVOCATE 

this includes the need to enter PFS mailpieces on Wednesdays. If reshipments 

are not entered in a timely fashion, customers are unlikely to get them when 

expected. Even if entered per Postal Service guidelines, there may be times 

when customers’ Priority Mail shipments do not reach them in the number of 

days they wish or on the same day of the week every week. This is unfortunate, 

but not surprising. 

In the role of Program Manager, I concentrate on educating Postal Service 

personnel about PFS. Reminding Postal Service employees about the details of 

PFS helps them be more effective in implementing it. Specific initiatives I have 

undertaken include dissemination of information through internal communications 

vehicles, including articles in electronic newsletters and magazines for 

Postmasters; Postal Bulletin information; preparation of signage at Postmaster 

conventions this summer; and preparation of general educational materials on 

PFS for postal service employees. I have worked closely with other 

. 

Headquarters departments that may receive PFS queries to assure that they 

have the information they need. 

I work closely with a team of Postal Service representatives from across 

the country who are responsible for PFS. Their feedback has helped to assure 

that the informational materials developed and disseminated meet the needs of 

employees who deal with PFS customers and potential customers. 

A remote registration vehicle could allow for all of the capabilities identified 

in part (d) of this interrogatory, and perhaps other enhancements to PFS. See 

the second paragraph of the response to DBP/USPS-1 (n). 
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7 0  
RESPONSE OF UNITED STATES POSTAL SERVICE 

TO INTERROGATORY OF DAVID B. POPKIN 

' 

DBP/USPS-1: For purposes of this Interrogatory, assume that I sign up at the 
Englewood NJ post office on February 1, 2007, for Premium Forwarding Service for ten 
weeks of forwarding the mail arriving at my Englewood NJ address starting on 
Wednesday, February 7,2007, and ending on Wednesday, April 11,2007, to an 
address in Boca Raton FL. Further assume that on Friday, March 9, 2007, I find it 
necessary to move from my address in Boca Raton, FL to a new address in Tampa, FL. 

Please describe each of the methods (if any) that I may utilize to ensure that the 
March 14, 2007, mailing will be received at my address in Tampa, FL including 
any additional fees that will be required. 
Please describe each of the methods (if any) that I may utilize to ensure that the 
March 21 through April 11, 2007, mailings will be received at my address in 
Tampa, FL including any additional fees that will be required. 
Will I be permitted to file a Change of Address Order at the Boca Raton FL post 
office to have my Premium Forwarding Service mailings fowarded to my new 
address in Tampa, FL.? Please advise if there are any additional Premium 
Forwarding Service fees involved. 
If not, why not? 
Will I be permitted to file a Change of Address Order at the Boca Raton FL post 
office to have all of my mail that arrives directly (other than the Premium 
Forwarding Service mailings) at my Boca Raton, FL address forwarded to my 
new address in Tampa, FL? 
If not, why not? 
If I call the Englewood NJ post office on the telephone on Friday, March 9, 2007, 
and advise them of the move later that day from Boca Raton FL to Tampa FL 
and ask them to start forwarding my mail starting on Wednesday, March 14, 
2007 to my new address in Tampa FL, what should I be advised by the 
Englewood NJ post office? Please explain the rationale for the response given. 
Please advise if there are any additional Premium Forwarding Service fees 
involved. 
If I send a signed statement by facsimile to the Englewood NJ post office on 
Friday, March 9, 2007, and advise them of the move later that day from Boca 
Raton FL to Tampa FL and ask them to start forwarding my mail starting on 
Wednesday, March 14,2007 to my new address in Tampa FL, what action 
should the Englewood NJ post office take with respect to my signed facsimile 
request? Please provide two separate answers based on whether I do and do 
not provide them with a telephone number in my request. Please explain the 
rationale for the response given. Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If I send a signed letter to the Englewood NJ post office on Friday, March 9, 
2007, which is received on Monday, March 12, 2007, and advise them of the 
move later that day from Boca Raton FL to Tampa FL and ask them to start 
forwarding my mail starting on Wednesday, March 14, 2007 to my new address 
in Tampa FL, what action should the Englewood NJ post office take with respect 
to my signed letter request? Please provide two separate answers based on 
whether I do and do not provide them with a telephone number in my request. 
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Please explain the rationale for the response given. Please advise if there are 
any additional Premium Forwarding Service fees involved. 
If I call the Boca Raton FL post office on the telephone on Friday, March 9,2007, 
and advise them of the move later that day from Boca Raton FL to Tampa FL 
and ask them how I can have the address of my Premium Forwarding Service 
changed starting on Wednesday, March 14,2007 to my new address in Tampa 
FL, what should I be advised by the Boca Raton FL post office? Please explain 
the rationale for the response given. Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If I call the Tampa FL post office on the telephone on Friday, March 9, 2007, and 
advise them of the move earlier that day from Boca Raton FL to Tampa FL and 
ask them how I can have the address of my Premium Forwarding Service 
changed starting on Wednesday, March 14,2007 to my new address in Tampa 
FL, what should I be advised by the Tampa FL post office? Please explain the 
rationale for the response given. Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If I visit the Boca Raton FL post office in person on Friday, March 9, 2007, and 
advise them of the move later that day from Boca Raton FL to Tampa FL and ask 
them how I can have the address of my Premium Forwarding Service changed 
starting on Wednesday, March 14,2007 to my new address in Tampa FL, what 
should I be advised by the Boca Raton FL post office? Please explain the 
rationale for the response given. Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If I visit the Tampa FL post office in person on Friday, March 9, 2007, and advise 
them of the move earlier that day from Boca Raton FL to Tampa FL and ask 
them how I can have the address of my Premium Forwarding Service changed 
starting on Wednesday, March 14,2007 to my new address in Tampa FL, what 
should I be advised by the Tampa FL post office? Please explain the rationale 
for the response given. Please advise if there are any additional Premium 
Forwarding Service fees involved. 
Please advise the level of satisfaction that you believe a PFS customer will have 
with the various responses received in the previous subparts of this Interrogatory, 

RESPONSE: 

For purposes of this response, we assume that the mail about which inquiry is made 

has not been delivered by the Post Office serving the customer’s primary address, but 

has been received by that office for processing pursuant to the direction of a Premium 

Fonrvarding Service (PFS) customer. Further, we assume that PFS shipments entail a 

0 single mail piece and that no outside pieces (reshipped individually) are involved. See 

also, the response to DBP/USPS-9. The various parts of this interrogatory illustrate why 
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one cannot establish policy that covers all possible fact situations; policy can only define 

0 a foundation upon which an employee relies when exercising her own best judgment 

regarding each situation’s facts. 

(a-b) Under the current guidelines for PFS, each PFS application filed in person at the 

Post Office serving a customer’s permanent address (or Post Office box) applies to a 

single temporary address. A customer may terminate service early and obtain a refund 

of the unused portion of prepaid weekly shipment charges. There is no way to “ensure” 

that a PFS shipment would go to a second temporary address unless a separate PFS 

application and fee have been filed and verified at the Post Office serving a customer’s 

primary address. Payment of the application fee and at least two weekly shipment fees 

would be necessary. (See witness Hope’s testimony, USPS-T-1 , page 9 lines 13 -14.) 

0 As such, current PFS service is not designed to meet the requirements of this 

hypothetical very well. The intent of the current docket is to establish PFS, in the form it 

has been offered experimentally for the past two years, as a permanent service. While 

the Postal Service expects that PFS will evolve as customer needs are identified and 

responses are developed, this docket entails no such development. 

(c-d) PFS shipments cannot be forwarded using a COA. This hypothetical is not 

compatible with the PFS operational guidelines; as such, no costs underlying this 

scenario are accounted for in the development of the pricing structure for PFS. Further, 

under COA, only some classes of mail are forwarded (e.g., First-class Mail, some 

Periodicals). 

i 
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(e) Yes, a COA for fotwardable mail received in Boca Raton can be filed. Some 

0 classes of mail would be forwarded on a piece-by-piece basis, not including PFS 

pieces. 

(f) N/A 

(9) See the responses to parts (a-b), above, and (h-m), below. The elements 

included in the hypothetical are not addressed by current PFS operational guidelines, so 

any answer on the telephone would be based, in part, on the knowledge and 

information available to the telephone correspondent. As such, it may be possible to 

cancel PFS; if so then Hold Mail service or a temporary COA could conceivably follow 

pursuant to requirements for those options. 

(h-m) These fact laden hypotheticai questions (including part (g), above) illustrate how 

0 and why formal regulations and pdicies can never address all possible situations. The 

nature of the response could well depend, for example, on whether the retail clerk, or 

telephone/fax correspondent, recognizes an individual customer, her voice, or her 

handwriting, and the content of any face-to-face, telephonic or fax communication. 

However, to whatever extent these questions address PFS, the implications are 

covered in other responses above. 

(n) 

responses to written cross-examination in litigation; nor has any need or interest in 

doing so ever been identified. Notwithstanding, PFS is quite popular with customers 

and employees. The growth of PFS indicates that the service is gaining traction with 

The Postal Service has never measured customer satisfaction regarding 

0 customers. Feedback from postal employees involved with PFS across the country as 

well as qualitative comments from many customers further support this view. 
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That said, the Postal Service is always looking, in conformity with good business 

practice, to increase the value of services to customers. Witness Hope’s testimony 

states (USPS-T-1, page 9, lines 14-17), “While PFS remains a manual service at this 

time, the Postal Service would like to build and leverage technology tools that might 

enhance and simplify a PFS customer‘s use of the service when time and other 

resources permit.” In this context, the Postal Service will continue to explore online 

registration options and other enhancements to PFS. Business decisions on PFS 

enhancements will be based on many considerations, including: return on investment, 

revenue potential and profitability, accessibility, and overall customer satisfaction. 
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DBP/USPS-2: For purposes of this Interrogatory, assume that I sign up at the 
Englewood NJ post office on February 1, 2007, for Premium Fowarding Service for ten 
weeks of forwarding the mail arriving at my Englewood NJ address starting on 
Wednesday, February 7,2007, and ending on Wednesday, April 11,2007, to an 
address in Boca Raton FL. Further assume that on Friday, March 9, 2007, I find it 
necessary to return home making several stops enroute so that I arrive back in 
Englewood NJ on Thursday, March 15,2007. 

0 

Please describe each of the methods (if any) that I may utilize to ensure that the 
March 14, 2007, mailing will not be made including any additional fees that will 
be required or refunds available. 
Please describe each of the methods (if any) that I may utilize to ensure that the 
March 21 through April 11, 2007, mailings will not be made including any 
additional fees that will be required or refunds available. 
Will I be permitted to file a Change of Address Order at the Boca Raton FL post 
office to have my Premium Forwarding Service mailhgs forwarded to my 
permanent address in Englewood NJ? Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If not, why not? 
Will I be permitted to file a Change of Address Order at the Boca Raton FL post 
office to have all of my mail that arrives directly (other than the Premium 
Forwarding Service mailings) at my Boca Raton, FL address forwarded to my 
permanent address in Englewood, NJ? 
If not, why not? 
If I call the Englewood NJ post office on the telephone on Friday, March 9, 2007, 
and advise them of the return to my permanent address in Englewood NJ and 
ask them not to make the March 14th mailing, what should I be advised by the 
Englewood NJ post office. Please explain the rationale for the response given. 
Please advise if there are any additional Premium Forwarding Service fees or 
refunds involved. 
If I send a signed statement by facsimile to the Englewood NJ post office on 
Friday, March 9, 2007, and advise them of the return to my permanent address in 
Englewood NJ and ask them to stop forwarding my mail starting on Wednesday, 
March 14, 2007, what action should the Englewood NJ post office take with 
respect to my signed facsimile request? Please provide two separate answers 
based on whether I do and do not provide them with a telephone number in my 
request. Please explain the rationale for the response given. Please advise if 
there are any additional Premium Forwarding Service fees or refunds involved. 
If I mail a signed statement to the Englewood NJ post office on Friday, March 9, 
2007, which is received on Monday, March 12, 2007, and advise them of the 
return to my permanent address in Englewood NJ and ask them to stop 
forwarding my mail starting on Wednesday, March 14, 2007, what action should 
the Englewood NJ post office take with respect to my signed letter request? 
Please provide two separate answers based on whether I do and do not provide 
them with a telephone number in my request. Please explain the rationale for the 
response given. Please advise if there are any additional Premium Forwarding 
Service fees or refunds involved. 
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If I call the Boca Raton FL post office on the telephone on Friday, March 9, 2007, 
and advise them of the return to my permanent address in Englewood NJ and 
ask them how I can stop my Premium Forwarding Service shipments starting on 
Wednesday, March 14,2007, what should I be advised by the Boca Raton FL 
post office? Please explain the rationale for the response given. Please advise if 
there are any additional Premium Forwarding Service fees or refunds involved. 
If I visit the Boca Raton FL post office in person on Friday, March 9, 2007, and 
advise them of the return to my permanent address in Englewood NJ and ask 
them how I can stop my Premium Forwarding Service shipments starting on 
Wednesday, March 14,2007, what should I be advised by the Boca Raton FL 
post office? Please explain the rationale for the response given. Please advise if 
there are any additional Premium Forwarding Service fees or refunds involved. 
Please advise the level of satisfaction that you believe a PFS customer will have 
with the various responses received in the previous subparts of this Interrogatory, 

RESPONSE: 

For purposes of this response, some simplifying assumptions are necessary before 

responding to respective parts. We assume that the mail about which inquiry is made 

has not been delivered by the Post Office serving the customer's primary address, but 

has been received by that office for processing pursuant to the direction of a Premium 

Forwarding Service (PFS) customer. Further, we assume that PFS shipments entail a 

single mail piece and that no outside pieces (reshipped individually) are involved. The 

responses to DBP/USPS-1 are also relevant here to parallel questions herein, for limits 

0 

on what policy can address, and for the possible implications of what an employee 

already knows or learns from communicating (by whatever method) with a customer. 

Finally, postal employees are dedicated public servants who often go above and 

beyond the usual call to duty when dealing with a customer's unique difficulties, which 

means that answers can often be found for problems not addressed in standard policies 

or procedures. See also, the response to DBP/USPS-9. 

(a-b) Each PFS customer must inform a primary Post Office when PFS shipments 

should stop. Policy does not specify how this may be accomplished after the filing of an 
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application, when each PFS customer learns what is necessary to prove identity and 

primary address and first establishes the termination date. Postal employees are 

careful about the security of a customer's mail, so responses would depend upon the 

totality of unique circumstances inherent in each communication. A customer may 

request a refund for any unused PFS weekly reshipment charges. The application fee 

is not refundable. To request a refund, a customer must complete PS Form 3533 and 

present a valid government photo ID at the Post Office serving that customer's primary 

address. 

(c-e) No. See the responses to DPBIUSPS-l(c-e). 

(f) N/A 

(g-k) See the responses to Di3P!USPS-I (a-b, h-m). 

See the response to DBP/USPS-l(n). (I) 
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DBP/USPS-3: For purposes of this Interrogatory, assume that I sign up at the 
Englewood NJ post office on February 1, 2007, for Premium Forwarding Service for ten 
weeks of forwarding the mail arriving at my Englewood NJ address starting on 
Wednesday, February 7,2007, and ending on Wednesday, April 11,2007, to an 
address in Boca Raton FL. Further assume that on Friday, April 13, 2007, I find that I 
will be remaining in Florida longer than I expected and I desire that two additional 
shipments be made on Wednesday, April 18 and 25,2007. 

0 

Please describe each of the methods (if any) that I may utilize to obtain the two 
additional shipments on Wednesday, April 18 and 25, 2007, including any 
additional fees that will be required. 
Will I be permitted to file a Change of Address Order at the Englewood NJ post 
office to have my mail received after the final scheduled PFS shipment on 
Wednesday, April 1 1,2007, fonvarded to my temporary Boca Raton FL address? 
If not, why not? 
I f  I call the Englewood NJ post office on the telephone on Friday, April 6 or 13, 
2007, (the April 6th date was chosen as being before the last scheduled 
shipment date of April 11, 2007 while the April 13th date was chosen as being 
after the last scheduled shipment date but prior to the desired additional 
shipment dates - please provide separate answers if there is a different 
response) and advise them need for two addifional weeks of PFS service, what 
should I be advised by the Englewood NJ post office? Please explain the 
rationale for the response given. Please advise if there are any additional 
Premium Fowarding Sewice fees involved. 
If I send a signed statement by facsimile to the Englewood NJ post office on 
Friday, April 6 or 13, 2007, (the April 6th date was chosen as being before the 
last scheduled shipment date of April 11, 2007 while the April 13th date was 
chosen as being after the last scheduled shipment date but prior to the desired 
additional shipment dates - please provide separate answers if there is a different 
response) and advise them need for two additional weeks of PFS service, what 
action should the Englewood NJ post office take with respect to my signed 
facsimile request? Please provide two separate answers based on whether I do 
and do not provide them with a telephone number in my request. Please also 
provide separate responses if I include credit card data in my request. Please 
explain the rationale for the response given. Please advise if there are any 
additional Premium Fowarding Service fees involved. 
If I send a signed letter to the Englewood NJ post office on Friday, April 6 or 13, 
2007, (the April 6th date was chosen as being before the last scheduled 
shipment date of April 11, 2007 while the April 13th date was chosen as being 
after the last scheduled shipment date but prior to the desired additional 
shipment dates - please provide separate answers if there is a different 
response) and advise them need for two additional weeks of PFS service, what 
action should the Englewood NJ post ofice take with respect to my signed letter 
request? Please provide two separate answers based on whether I do and do 
not provide them with a telephone number in my request. Please also provide 
separate responses if I include credit card data or enclose a check for the 
required amount in my request. Please explain the rationale for the response 
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given. Please advise if there are any additional Premium Forwarding Service 
fees involved. 
If I call the Boca Raton FL post office on the telephone on Friday, April 6 or 13, 
2007, (the April 6th date was chosen as being before the last scheduled 
shipment date of April 11, 2007 while the April 13th date was chosen as being 
after the last scheduled shipment date but prior to the desired additional 
shipment dates - please provide separate answers if there is a different 
response) and advise them need for two additional weeks of PFS service, what 
action should I be advised by the Boca Raton FL post office? Please explain the 
rationale for the response given. Please advise if there are any additional 
Premium Forwarding Service fees involved. 
If I visit the Boca Raton FL post office in person on Friday, April 6 or 13, 2007, 
(the April 6th date was chosen as being before the last scheduled shipment date 
of April 11, 2007 while the April 13th date was chosen as being after the last 
scheduled shipment date but prior to the desired additional shipment dates - 
please provide separate answers if there is a different response) and advise 
them need for two additional weeks of PFS service, what action should I be 
advised by the Boca Raton FL post office? Please explain the rationale for the 
response given. Please advise if there are any additional Premium Forwarding 
Service fees involved. 
Please advise the level of satisfaction that you believe a PFS customer will have 
with the various responses received in the previous subparts of this Interrogatory, 

RESPONSE: 

For purposes of this response, some simplifying assumptions are necessary before 

responding to respective parts. We assume that the mail about which inquiry is made 

has not been delivered by the Post Office serving the customer’s primary address, but 

has been received by that office for processing pursuant to the direction of a Premium 

Forwarding Service (PFS) customer. Further, we assume that PFS shipments entail a 

single mail piece and that no outside pieces (reshipped individually) are involved. 

Please also see the responses to DBP/USPS-1-2, since these answers largely parallel 

those. Finally, see also the response to DBP/USPS-9. 

(a) 

require this customer to file a new application, with attendant application and weekly 

fees. The previous period of service could not be extended. 

Since the last shipment date for PFS has already occurred, postal policy would 

7 9  
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(b) Yes, as long as the COA meets the minimum stated period. 

(c) N/A.. 

(d-h) See the responses to DBP/USPS-l(a-b, h-m) and the first paragraph of the 

response to DBP/USPS-2. Postmasters (or designees) at the customer's primary Post 

Office routinely deal with a customer's unique needs. On April 6, PFS can still be 

extended (since the term of service is still active) if the additional weekly shipment 

charges are paid at the primary Post Office On April 13, the PFS application would 

have expired and cannot be extended. See also the response to part (a), above. 

(i) See the response to DPB/USPS-1 (n). 

8 0  
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DBPAJSPS-4: 

RESPONSE: 

Please advise the various methods by which a customer may file a Change of 
Address Order. 
For each of the methods provided in response to subpart a, please provide the 
number of transactions in a recent year-long period that were conducted by that 
method. 
For each of the methods provided in response to subpart a, please advise 
whether the transaction must be completed in person at the post office from 
which the mail is being forwarded. 
For each of the methods provided in response to subpart a, please advise 
whether the transaction must be completed in person at any post office. 
For each of the methods provided in response to subpart a, please advise 
whether the transaction may be completed on line. 
For each of the methods provided in response to subpart a, please advise 
whether the transaction may be completed completely by mail. 
For each of the methods provided in response to subpart a, please provide a 
complete discussion of the methods that are utilized by the Postal Service to 
ensure the authenticity of the request. 
For each of the methods provided in response to subpart a, please provide the 
number of complaints that were received in that year about the submission of 
fraudulent requests. 

(a) Customers may file a Change of Address order (COA) by one of three methods: 

PS Form 3575 (hardcopy card), Internet Change of Address (ICOA), and Telephone 

Change of Address (TCOA). 

(b) In FY06, the number of changes of address filed by method of entry was: 

. PS Form 3575: 36,818,777 

Internet: 4,529,007 

Telephone: 124,187 

(c-d) No method requires a personal appearance. 

(e) The Internet option requires completion online. 

Hardcopy PS Form 3575 must be submitted to the Postal Service, which is 0 (f) possible by mail. However, as explained below, that act alone does not operate to 

make a COA operative. 

MC2007-3 
Institutional Response to Popkin Interrogatory 



82 
RESPONSE OF UNITED STATES POSTAL SERVICE 

TO INTERROGATORY OF DAVID 8. POPKIN 

Authentication methods include the following: 

A Move Validation Letter is always sent to the old address describing the 

content of the Change of Address order. A Customer Notification Letter is 

always sent to the new address also describing the Change of Address order. 

Both letters tell the recipient to call 1-800-USPS immediately if there is any 

problem. 

e ICOA and TCOA require a credit card. 

PS Form 3575 requires a signature. e 

(h) In FY06, the number of complaints received was 228: 

PS Form 3575: 79 

ICOA: 

TCOA: 

144 

1 

Third Party: 4 

(A “Third Party” is an authorized agent for an addressee.) 
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apply for a refund during that visit. The responses to DBP/USPS-1 and -2 also indicate 

how policy may not cover every possible situation. 

(b) Customers must provide valid identification (ID) when applying for PFS. A 

0 customer must provide photo identification and proof of her primary residential address. 

Postal Service personnel are required to verify the customer's identity and primary 
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DB P/U SPS-5 : 
Please confirm, or explain if you are unable to confirm, that all transactions for 
Premium Forwarding Service must be conducted in person at the post office 
serving the primary local address of the customer. This includes the original 
request plus any need to modify or terminate an outstanding request. 
Please provide a complete discussion of the methods that are utilized by the 
Postal Service to ensure the authenticity of the PFS request. 
Please provide the number of complaints that were received in a recent year-long 
period about the submission of fraudulent PFS requests. 
For each of the methods by which a customer may file or modify a Change of 
Address Order but by which a Premium Forwarding Service request may not be 
conducted, please provide all of the reasons as to why Premium Forwarding 
Service may not be conducted by that means. 
Does the Postal Service bslieve that there is or may be a need for expanding the 
methods by which a customer may sign up for PFS or modify an existing order? 
If so, please explain why these needs are not being met in the current proposal. 
If not, why not? 

RESPONSE: 

Please refer to the response to DBP/USPS-9 which explains why a personal 

0 appearance is required. 

(a) Confirmed that current policy requires a personal appearance to apply for PFS. 

Also, commensurate with the requirements that a PFS applicant must prove identity and 

primary address. Because the Postal Service understands mail security to be of critical 

importance, policy specifies that a customer who wants to change the term of her 

existing PFS does need to make a personal appearance. The most common such 

change is when a customer goes to the Post Office to terminate PFS after returning 
~ 
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address with a driver’s license, passport, or any type of government-issued ID. Credit 

cards and IDS issued by private companies are not acceptable forms of photo ID. The 

box section clerk or carrier to whom a processed PFS application is given also provides 

a measure of security since she would usually recognize that an applicant normally 

receives mail through a specific Post Office box or at a particular primary address. 

(c) No such examples have been identified, thereby validating the current PFS 

procedures. 

(d) This question implicitly - and incorrectly - postulates the direct comparability of 

PFS and Change of Address orders. They are two different services with quite different 

histories and requirements. As PFS grows and matures,-it may offer additional access 

channels as reflected in the testimonies of witnesses Hope (USPS-T-1) and Dawson 

0 (USPS-T-3). Changes of Address orders have been processed for many, many 

decades, and the options available for processing them reflect that service’s maturity. 

(e-g) The current proposal seeks only to make permanent the form of PFS now offered 

as an experiment. See also, the responses to DBP/USPS-l(n), DBP/USPS-2, and 

DBP/USPS-9; and USPS-T-3, at 11 .. 
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One time 
Two times 

DB P/U SPS-6: 

63 
59 

~ 

Please provide the results of the survey that was provided as Attachment 4 to 

Please advise how many surveys were distributed and how the recipients of the 
0 (a) USPS-J-1. 

(b) 

Three times 34 
11 L Four times 

survey were chosen. 
Question 14 of this survey indicates the potential for signing up for PFS on the 
Internet. Why wasn't Internet signup made a part of the current request? 
Would Internet signup require an expenditure of additional funds? If so, quantify 
the amount and indicate the time period over which it would be expended. 

(c) 

(d) 

Five times 
Six times 
More than six 

RESPONSE: 

(a) Results of questions 2 - 8 and 11 - 14 were provided in response to OCNUSPS- 

5 
3 

26 

T1-4. Responses to the remaining questions that were tallied (1, 9, and 10) from the 

qualitative survey administered by the Postal Service's Office of the Consumer 

Advocate are summarized below. 

times 
Don't know 

Question 1: 

4 

"How many times have you requested U.S. Postal Service Premium Forwarding 
Service?" 

of mail (Parcel Post, Media Mail, Bound Printed Matter, Library Mail, or Standard Mail) 
that could not fit in the weekly shipment? 

I 

Yes 
No 
Don't 
Know 

0 
66 
101 
31 
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No 
Don't 

8 6  

186 
5 

Question 10: 
"Have you received any mail at your temporary address for which you had to pay 
additional postage (postage other than the $1 0.40 per weekly shipment)? 

Yes I 91 

Know I 

(b) See witness Hope's testimony, USPS-T-1, p. IO, lines 1-4. 

( c )  See the responses to DBP/USPS-1 (n), DPB/USPS-S(e-g), and DBP/USPS-9. 

(d) No quantification is available, although substantial investment would be 

necessary. A potential internet sign-up solution has not been fully designed; total cost 

would depend on its parameters as well as the current and future operating 

environments. See also the response to OBP/USPS-7(b). a 
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OB PIUSPS-7: 
Question 22 of the PFS Application Form PS Form 81 76 asks if a customer 

Please advise the results of this survey question. 
Would Telephone signup require an expenditure of additional funds? If SO, 
quantify the amount and indicate the time period over which it would be 
expended. 

(a) would prefer to enroll in the program using the Internet and by Telephone. 

(b) 

RESPONSE: 

(a) These resutts were not tallied. 

(b) Yes. Development of a telephony registration system, interface or other 

communication function would incur various costs. No details are currently available, 

although one now outdated estimate for a tool that would not have required a personal 

appearance at the Post Office sewing a PFS customer’s primary address amounted to 

several hundreds of thousands of dollars. If such development is undertaken, it would 

0 likely be as part of a remote registration process for PFS. See also the response to 

DBP/USPS-6(d). 
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DBP/USPS-8: 
Question 20 of the PFS Application Form PS Form 8176 requires the type of 0 (a) Government-issued Photo ID be [sic] recorded. Please explain why the number 
of the ID is not recorded. 
Please confirm, or explain if you are unable to confirm, that the presentation of a 
Government-issued Photo ID is not required for the submission of a Change of 
Address Order. 
Please confirm, or explain if you are unable to confirm, that the Change of 
Address request and the PFS request provide the same basic service, even 
though it obviously is under different conditions, namely, to forward a customer’s 
mail to a new address. 
Please advise why the Postal Service believes that a greater level of security, 
namely, making the request in person at the local post office and presenting a 
Government-issued Photo ID card, is required for PFS but not for a Change of 
Address request. 

(b) 

(c) 

(d) 

RESPONSE: 

(a) No need for the collection of ID numbers has been identified. Absent such a 

requirement, the Postal Service’s endemic interest in protecting the privacy interests of 

0 its customers leads it to avoid collecting such information. 

(b) Confirmed. For Change of Address service, validation is handled differently. 

See the response to DBP/USPS4(g). These procedures are not applicable to PFS as 

proposed in this docket; instead, it has its own validation protocol. 

(c) Not confirmed. PFS and Change of Address are different services with different 

histories and requirements. See also, the response to DBPNSPS-S(d). 

Notwithstanding, both COA and PFS do involve customer addresses. 

(d) As reflected in response to parts (b-c), the response to DBPIUSPS-9 and 

elsewhere, the validation process for PFS satisfies requirements applicable to its 

current state of development. The simple form of PFS tested experimentally relies upon 

manual processes at the Post Office serving a customer‘s primary residential address 

and has proven that it works to the satisfaction of both customers and employees; it is 

accordingly now being made a permanent service. How its requirements may change 
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in the future will be evaluated contemporaneously with its future development. The 

Postal Service does not agree that one service is necessarily more secure than another, 

although it is clear that one is more mature than the other. 

c 
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DBP/USPS-9: 
Please advise why the PFS enrollment must be completed at the post office 
serving the primary local address as opposed to being made at any post office. 
Please confirm, or explain if you are unable to confirm, that the PFS request may 
be made at any station or branch of the post office serving the primary local 
address. 
Please confirm, or explain if you are unable to confirm, that if a PFS request is 
made at station or branch that did not serve the PFS customer that the form 
would be forwarded to the branch or station that did. 
Please explain the difference between the employee at the Fort George Station 
of the New York NY post office (10040) forwarding the PFS application to the 
Village Station of the New York NY post office (10014) and between the 
employee at the Tenafly NJ post office (07670) forwarding the PFS application to 
the Englewood NJ post office (07631). 
Please confirm, or explain if you are unable to confirm, that if a customer had a 
Change of Address order requesting to forward the mail from Englewood NJ to 
Boca Raton FL and delivered that request to the Tenafly NJ post office, the 
Tenafly post office would foward the form to the Englewood post office. 
Why can't the same procedure take place with the PFS application? 

a (a-f) PFS was designed for maximum efficiency and least cost. Since it replaced 

unauthorized and costly variants of "Snowbird" service (for which some customers were 

charged little or not at all), low prices were critical to acceptance of PFS. The pending 

proposal retains this narrow focus cost by making an experimental service permanent 

while acknowledging and facilitating future developments. The office that performs the 

labor underlying PFS prices also gets credit for PFS revenue, and service can 

commence quickly without the need to expand inter-facility processes beyond those 

already extant in multi-facility Post Offices. A multi-facility Post Ofice must already 

coordinate the complete range of mail processing, collection, delivery and retail services 

for all customers in an exclusive service area. So coordination for PFS in its current 

form makes no additional demands upon the existing infrastructure that might be 

necessary for coordination among other pairs of facilities. Postal Service management 
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may well look at mature Change of Address processes when evaluating systemic 

improvemect for PFs. 
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DBPIUSPS-10: 
Please confirm, or explain if you are unable to confirm, that it is the belief of the 
Inspection Service that if an individual wanted to submit a fraudulent request to change 
the address for someone's mail that they would be more likely to utilize a system that 
was free (filing a Change of Address Order) as opposed to one that required paying a 
fee (PFS). 

RESPONSE: 

Unable to confirm. This question makes assumptions about the comparability of PFS 

and Change of Address for purposes of fraudulent intent and the relative ease and 

proposed cost of respective hypothetical crimes, compounded by the Inspection 

Service's apperception of criminal intent in each context. The hypothetical supplies no 

information on risk to the Postal Service, a customer, or a criminal, nor as to any fruits 

of the respective crimes. The Postal Service would agree that mail security is 

important, and that Change of Address service and PFS both require that attention be 

paid to mail security implications. However, we are unable to reach any conclusion of 

the type this question requests. 
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DBPIUSPS-11. Please refer to your response to Interrogatory DBP/USPS-1 subparts a 

andiease confirm, or explain if you are unable to confirm, that, according to the - 

regulations and policies for PFS, the only way to accomplish the desired change 
referred to in Interrogatory DBPlUSPS-1 in my Premium Forwarding Service would be 
to make a visit in person to the Englewood NJ Post Ofice. 

RESPONSE: 

Confirmed that PFS guidelines specify that a new PFS application, such as that 

described in the response to DBP/USPS-1 (a-b), be submitted in person at a Post Office, 

station, or branch serving the customer’s permanent address. See also the responses 

to DBP/USPS-9 and 14. 
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RESPONSE: 

(a) Assuming that this statement is intended to convey the concept that one 

possible purpose of an experiment is to learn what features of a product or 

service might be changed or added to make it more attractive to customers, it 

is confirmed. 

(b) An exhaustive list of “items that were learned during the experimental period” 

by USPS has not been compiled, and is probably impossible to construct. 

However, for a partial record of information relating to PFS collected during 

the experimental period, see Witness Hope’s testimony (USPS-T-1 ), 

especially sections Ill-V and Attachment 1 ; Witness Abdirahman’s testimony 

(USPS-T-2), section IV and the Appendix; Witness Dawson’s testimony 

(USPS-T-3), especially section VI and Attachments 3 and 4; Witness Hope’s 

responses to interrogatory OCNUSPS-T1-4 (including the attachment) and 7; 

Witness Abdirahman’s response to interrogatories OCAlUSPS-T2-1 and 2; 

and the response of USPS to interrogatories DBP/USPS-5(c) and 6(a). 

(c) Assuming that his question is attempting to ask why no changes to PFS were 

included in the current docket, see the response to DBP/USPS-1 (n), 

DBP/USPS-S(e-g), and DSPIUSPS-9. 
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DBPIUSPS-12. Please refer to your response to Interrogatory DBPIUSPS-1 
subparts a and b. 
(a) Please confirm, or explain if you are unable to confirm, that one of the 

purposes that a service that is being provided under an experimental service 
is to learn what changes might be made as a result of information learned 
during the experimental period. 

(b) Please list those items that were learned during the experimental period. 
(c) Please explain why the current docket does not include any of the customer 

needs and responses have not been included in !his docket. 
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DBPIUSPS-13. Please refer to your response to Interrogatory DBP/USPS-1 
subpart e. 
(a) Please confirm, or explain if you are unable to confirm, that if I were to file a 

Change of Address Order at the Boca Ration FL post office to forward my 
mail to me at my new Tampa FL location that the Boca Raton post office 
would not foward a Prioritj Mail article that arrived because it was a PFS 
shipment. 

(b) Please advise what would happen to the piece of mail. 

RESPONSE: 

(a) Confirmed. 

(b) A PFS piece destined for an address that has been vacated by the customer 

would be returned to the originating office. 

95 

MC2007-3 
Institutional Response to Popkin Interrogatory 



-- 
RESPONSE OF UNITED STATES POSTAL SERVICE 

TO INTERROGATORY OF DAVID B. POPKIN 

DBP/USPS-14. Please refer to your response to Interrogatory DBP/USPS-1 
subparts g through m. 
(a) Please confirm, or explain if you are unable to confirm and provide references 

to the specific regulations and policies, that the regulations and policies that 
exist for PFS provide for one answer to all of those questions, and that is to 
show up IN PERSON at the Englewood NJ post office and transact your 
business there. 

employee who allows for any changes to be made by any other means other 
than an IN PERSON visit to the Englewood NJ post office is doing so either 
because they are not fuliy aware of the complete regulations and policies 
and/or are just doing what they feel is appropriate to meet the needs of the 
customer. 

(c) Please advise what weight, ;f any, should be given to the ability of the postal 
employee to recognize the voice and/or handwriting. Please explain your 
response. 

(b) Please confirm, or explain if you are unable to confirm, that any postal 

RESPONSE: 

Current PFS guidelines specify that PFS transactions occur in person at the 

originating office. However, at his or her discretion, a Postal Service official may 

find it appropriate to complete such transactions by other means in cases where 

there are extenuating circumstances and he or she can satisfactorily verify a 

customer’s identity and collect the required timely payment (if any). 
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DBP/USPS-15. Please refer to your response to Interrogatory DBPIUSPS-1 
subpart n. I am not asking what the customer satisfaction would be to the 
responses to written cross-examination in litigation but to what it is believed 
would be the customer's reaction to having received responses that indicated 
that they would be required to make an in person visit to the Englewood NJ post 
office to transact their business. Please provide that response. 

RESPONSE: 

This question appears to assume that a customer will universally be denied 

the opportunity to conduct PFS transactions by any method other than in person 

at an ofice or branch serving his or her permanent address, no matter what the 

circumstances. However, this is not necessarily the case. Please see the 

response to DBPIUSPS-14. 
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DBPIUSPS-16. Please refer to your response to Interrogatory DBP/USPS-2 
subparts a and b. 

Please confirm, or explain if you are unable to confirm, that, according to the 
regulations and policies for PFS, the only way to accomplish the desired change 
referred to in Interrogatory DBPIUSPS-2 in my Premium Fotwarding Service 
would be to make a visit in person to the Englewood NJ Post Office. 

RESPONSE: 

Not confirmed. Although PFS guidelines specify that PFS transactions occur 

in person at the originating office, there is currently no specific policy for how 

requests for early termination of the service should (or should not) be allowed, as 

stated in the original answer to DBP/USPS-2(a-b). See also the response to 

DBPIUSPS-14. 
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DBPIUSPS-17. Please refer to your response to Interrogatory DBP/USPS-3 
subpart a. 

Please confirm, or explain if you are unable to confirm, that, according to the 
regulations and policies for PFS, the only way to accomplish the desired change 
referred to in Interrogatory DBP/USPS-3 in my Premium Forwarding Service 
would be to make a visit in person to the Englewood NJ Post Office. 

RESPONSE: 

Confirmed, but see also the response to DBP/USPS-l4. 
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DBPll SPS-18. Please refer to your response to Interrogatory DBPA SPS-5 
subparts e through g. 

Please confirm, or explain if you are unable to confirm, that since the Postal 
Service claims that the current proposal seeks only to make permanent the form 
of PFS now offered as an experiment that there has been no evaluation of any 
potential need for expanding the methods by which a customer may sign up for 
PFS or modify an existing order. 

RESPONSE: 

Not confirmed. See the testimony of Witness Hope (USPS-T-l), sections V(A) 

and (B), and Witness Hope’s responses to interrogatories OCNUSPS-T1-3, 4, 6, 

and 7. 
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DBPIUSPS-19. Please refer to your response to Interrogatory DBP/USPS-8 

subpartc- Please confirm, or explain if you are unable to confirm, that COA vs. PFS 
goes beyond just involving customer addresses, namely both of them relate to 
the forwarding of a customer's mail from one address to another address. 

0 
RESPONSE: 

Assuming this statement is attempting to convey the idea that both 

Temporary COA and PFS entail movement of mail from a customer's permanent 

address to that customer's temporary address, it is confirmed. There are 

important differences between them. Compare the product description of PFS in 

Witness Hope's testimony (USPS-T-1 ), section ll(B), with the description of 

Forwarding in section II(D) and the response to DBP/USPS-S(d). 
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DBPIUSPS-20. Please refer to your response to Interrogatory DBP/USPS-8 

Please dm explain why you believe that the presentation in person of a a 
government issued photo ID card at the local post office and completing and 
signing a form is not necessarily more secure than just dropping a PS Form 3675 
[sic] in the local blue collection box anywhere in the country. 

RESPONSE: 

Both systems include an identity-verification method. In addition, the COA 

process includes additional authentication methods as described in the response 

to D B P/U S PS-4(g). 
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DBPIUSPS-21. Please refer to your response to Interrogatory DBP/USPS-9. 

generalized response to the overall context of the Interrogatory. 
Please provide specific responses to each of the six subparts rather than a 0 

RESPONSE: 

Note: where responses to respective parts, below, appear in quotation 

marks, responses are word-for-word identical to language in the previous 

response provided to interrogatory DBP/USPS-9; where quotation marks are not 

employed, these responses paraphrase the logic underlying the previously 

supplied complete response. 

(a) “The office that performs the labor underlying PFS prices also gets credit for 

PFS revenue, and service can commence quickly without the need to expand 

inter-facility processes beyond those already extant in multi-facility Post 

Offices.” 

(b) Confirmed. 

(c) Unable to confirm. It is possible that the form would be forwarded, but there is 

no formal process in place to ensure it happens. There is also no formal 

process in place to transfer the associated revenue between Post Offices. 

(d) “A multi-facility Post Office must already coordinate the complete range of 

mail-processing, collection, delivery, and retail services for all customers in an 

exclusive service area. So coordination for PFS in its current form makes no 

additional demands upon the existing infrastructure that might be necessary 

for coordination among other pairs of facilities.” 

(e) Confirmed. 

(f) See the responses to parts (c) and (d) of this interrogatory. 
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DBPIUSPS-22 
subparts a and b. 

Please refer to your response to Interrogatory DBPIUSPS-13 

[a] Please confirm, or explain if you are unable to confirm, that if I filed a temporary 
Change of Address Order at the Boca Raton FL post office to fonvard my mail to 
an address in Tampa FL that the Boca Raton FL post office would have every 
reason to believe that mail destined for me could be properly delivered by 
forwarding it to Tampa FL. 
Please explain why the Boca Raton FL post office knowing full well that mail for 
me could be delivered by forwarding my mail to my address in Tampa FL would 
still return my PFS shipment to Englewood NJ. 
Please explain what the Englewood NJ post office would do with the PFS that 
was returned to them by the Boca Raton FL post office since I would be down in 
Tampa FL for a period of time [one that could be longer than the example that 
was originally proposed in Interrogatory DBP/USPS-11. 

[b] 

[c] 

RESPONSE: 

(The Postal Service filed a partial objection to this interrogatory.) 

This interrogatory refers back to the response to DBP/USPS-13, which 

interrogatory in turn refers back to the response to DBP/USPS-I (e). That question 

asked if Mr. Popkin, as a PFS customer, would “be permitted” to file a change of 

address order (COA) applicable to the temporary address to which his PFS mailpieces 

were shipped.’ The response confirmed that such a COA would be honored for mail 

directed to him at that address, but not for PFS mailpieces. Part (a) of interrogatory 

DBP/USPS-13 repeated DBP/USPS-l(e) and elicited the same response; part (b) then 

asked what would become of PFS mailpieces not forwarded from the temporary 

address, to which the response was that it would be returned to the office serving the 

PFS customer’s primary address, Englewood. Apparently not liking the response to 

interrogatory DBPNSPS-13, Mr. Popkin argues with it in parts (a) and (b) of 

a1 While there is no permissive element in the processing of COAs, Mr. Popkin’s question is sensible in 
light of his awareness that the Domestic Mai; Manual says, ‘709.4.2.3 Prohibited Use. Customers 
cannot have a temporary or permanent forwarding order active simultaneously with enrollment in PFS.” 
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interrogatory DBP/USPS-22, and then asks what the Englewood Post Office would do 

0 with the returned PFS mailpiece. 

In the situation defined by interrogatory DBP/USPS-22, Mr. Popkin has given the 

Postal Service conflicting instructions regarding the processing of his mail. By enrolling 

in PFS, he has asked that it be shipped from his primary address to a temporary one; by 

filing the COA for the temporary address, he has asked that it be sent to a third location. 

From the Postal Service perspective, it has a confused customer whose PFS shipment 

is now safe at the Post Office serving his primary residentisl address. Without specific 

instructions from the customer, the mail would most likely be held at that office pending 

receipt of further information from the customer. 

0 
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